If you have any further questions or concerns please refer to our website www.moneygram.com, especially to FAQ section. Please clicking on 
HELP > FAQ. If you will not be able to find solution for your problem, please contact us directly by our web form by clicking on HELP > 
CONTACT. 


Scenario 


Costumer responds 


Give a short overall description (as| Brief but clear explanation of the [chat reason 
when sending an e-mail) - Follow and outcome, including the 


case taxonomy issue/question and resolut 


No customer 
response, and you 
ended the chat 


No customer 


response, and 
customer ended the Chat ended by customer. No action taken. 


chat 


Thanks for your time, | will have to close the chat for now since there is no response on your end. If you still need our assistance, 
please feel free to request a chat again. We will be glad to address your requests. Thank you for contacting MoneyGram, have a 
great rest of your day. 


It seems your inquiry was escalated to me for further assistance. 
Please allow me a brief moment to gather the details of your previous 
chat to proceed. 


Empathy and Positive Acknowledgement 


| am sorry for that inconvenience. It will be a pleasure to assist you today. 

I’m sorry you are having issues with that. 

| completely understand your situation. 

troubleshooting 

I am sorry for that. | will be glad to check this for you. 

| am sorry you are having issues sending money. | will be glad to check this for you. 

| am sorry you are having issues logging in. Please let me check that for you. 

| am sorry you are having issues with your transaction. | will be glad to check this for you. 

| am sorry your receiver is having issues receiving your money transfer. | will be glad to check this for you. 

I'm deeply sorry you are having issues using your card online. Thank you for bringing that problem to our attention. | will be glad to look into 
this for you. In order to properly assist you, | will need to verify some details in our system. Could you please provide me with your date of 
birth? 

Let me take a look to the transfer to see what we can do for you today. 


Let me review the details in the transaction to better assist you. 

| can certainly check the status of the transaction for you, to make sure if it can be cancelled. 
It will be my pleasure to give you assistance today and verify that for you. 

| understand this might be an inconvenience for you. 

| understand how you may feel. 

Thank you for understanding. 

In the meantime, is there anything else | can help you with today? 

| will be glad to assist you with your request. 

| will be glad to assist you today. 

| will be glad to answer your questions. 

It will be a pleasure to assist you today. 

Please let me check that for you. 

Please let me verify that for you. 

| will be glad to verify that information for you. 

| will be glad to check that information for you. 

| will be glad to walk you through the process. 

Definitely, let me check that for you. 

Definitely, let me guide you through this process. 

Sure, | can help you find a location for you. 

| can find that information for you. 

If you can explain what happened, | would be glad to tell you what your options are. 
How may | be of assistance today? 

Thank you for initiating this chat. How may | help you? 

Thank you for contacting us. How may | assist you today? 

Welcome to Live Chat Support. How may | be of assistance today? 

Thank you for waiting. | was verifying the details and as | can see, in order for you to send money using Cash Pickup option, you will need to 
change the receive currency to USD next to the small Egypt's flag. 

We do have the option to send as cash pick up, in order to do so, you will need to change the receiving currency next to the small Haiti's flag. 
However, the limit per transaction is 111.53 USD. 


Clarifying customer’s request 


Would you elaborate a little more so that | can assist you properly? 
To better understand this, you stated that... Is that correct? 

| am really sorry. Could you please clarify your request? 

May | please have more details about this issue/inquiry/situation? 
Could you please tell me what did you mean with...? 


Let me check if | fully understand the issue. 
Verification questions regarding transaction or profile 


May | please have your reference number? 

Could you please provide me with your reference number? 

Thank you. May I please have the receiver's full name as it appears on the transaction? 

Thank you. Allow me a moment, please. 

Thank you. May | know the correction you are requesting, please? 

Thank you. If we process the correction, is the same person going to get the funds? 

In order to process the correction, may | please have your home address and date of birth? 
Thank you. Are you trying to amend the name of the receiver or are you trying to change the person receiving the funds? 
Thank you. May I please have the receiver's full name as it appears on the transaction? 

Thank you. Allow me a moment, please. 

May | please have the sender's full name? 

May | please have both your name and your receiver's full name? 

Do you refer to the last transaction, correct? 

May | please have the email address associated with your MoneyGram online account? 

May | please have the destination country? 

From which country are you trying to send? 

From which country are you trying to sign up? 

Did you send your transaction online, correct? 

Do you have your receipt with you? 

Could you please check the names on the receipt? 

May | know if you have a valid ID to get your money back? 

May | know if you will go back to the same location where you sent the money to get your refund? 

| apologize but | am unable to process this refund through chat. Please contact Customer Service at 1 800 926 9400. US and 
08000260535 tierl UK 

08082341093 online UK 


Wanted to move middle initial A to middle name field 
Helpful Text 


Thank you for clarifying that for me. 

Thanks for your patience. 

Thank you for your time. 

Thanks for being patient. 

| appreciate your patience. 

| really appreciate your time and patience. 

Thank you for waiting. I've reviewed your information. Thank you for holding. | have checked this for you. 
| realize this is inconvenient for you. I’m trying to resolve this for you as quickly as possible. 

I’m verifying a few details. Thank you for your patience. 


I’m trying to resolve this for you as quickly as possible. 

Please allow me a moment while | check this for you. 

Please allow me a moment while | check your transaction. 

Please allow me a moment while | check your online account. 

Would it be ok if you allow me a moment to verify the information you provided to me? 
Would you allow me a moment to verify the information you provided to me? 
Could you please allow me a moment while | check this for you? 

I am reviewing this information now. Could you please allow me one moment? 

I'm still checking this information. Could you please allow me another few minutes? 
| am sorry for the delay on my part. | am still working on your request. 

You are most welcome. 

You are welcome. 

Good bye. 

Thank you for that information. 

Thank you very much for that information. 

Thank you for verifying those details. 


Fraud 


May | please know how you are related to the receiver? 

May | please know the reason why you sent the transaction? 

May | please know if you have ever seen the receiver face to face? 

How did you meet this person? 

May | please know how you were contacted by the receiver? 

May | know the receiver's email address? 

May | please know when was the last time you saw the receiver face to face? 


MoneyGram International will share information regarding your money transfer and complaint with a complaint database used by 
national, state, and local law enforcement in the US and other countries. If you do not want us to share your personally 
identifiable information with the database, we will honor that request unless applicable law requires us to provide your identity to 


law enforcement. 


Could you please tell me how did you get contacted by this person? How did this happen and how did you end up sending so much money? 


Can you please confirm what type of service were you looking to get from them? 


I'll share with you a legal disclaimer, | need you to please reply either yes or no once you've finished reading it, is that okay? 


MoneyGram International will share information regarding your money transfer and complaint with a complaint database used 
by national, state, and local law enforcement in the US and other countries. If you do not want us to share your personally 
identifiable information with the database, we will honor that request unless applicable law requires us to provide your 


identity to law enforcement. 
Kindly confirm, do you agree with this, yes or no? 


In this case, | need you to be aware of the following: 


Since the money has been delivered: 

MoneyGram can no longer refund the transaction, 

MoneyGram will create an internal report but since we're not a law enforcement institution we won't investigate nor pursue the fraudster on 
your behalf, 

MoneyGram will gladly assist your local authorities if the investigation is initiated and cooperation is requested. 


Please, contact your local FBI office or the police for further assistance and also please check the website www.fraud.org to check on more 
scenarios to prevent this from happening again to you. As part of MoneyGram policy, please remember to avoid sending money to people 
whom you've never met face to face, MoneyGram's service is meant to be used to support family and friends. not for charity nor business 
purposes. 


Also, in order to protect you and your money, MoneyGram has reviewed your information internally and came to the conclusion that for your 
safety the service has been denied for you. We do appreciate you want to do business with us, but in MoneyGram we do care about our 
customer, therefore, to protect you and MoneyGram against any loss, our security system has blocked you and unfortunately you will not be 
able to use our service. So we deeply regret it but MoneyGram is no longer an option for you to use. If you still want to send money, you'll 
need to use a different service/provider. 


hanks for holding. On the other hand, MoneyGram is not comfortable with your activity and to protect you against any loss, has blocked your 
profile. You will not be able to use MoneyGram in future for sending funds. If you still want to send money, you can try using a different 
Service. | apologize for the inconvenience this might have caused you. 


Money Order Replacement 


Please go to this link https://moneygram.force.com/morrv1/s/?_mode=2&_country=us&_language=en to initiate the 
refund and follow the instructions below: 


1. You may see two boxes to enter the serial number (do not include the letter, nor the number on the box) and 
dollar amount, then hit check status. 


2. The website will show the message: this money order has not been cashed, please continue filling out the form 
and hit next. 


3. Now, you may choose the delivery state, processing fee (standard or expedite) and delivery option (free or 
overnight), then hit next. 


4. Finally, you are filling out the form with the information required (do not choose the country, nor the country 
code, the system will do it automatically), accept the consent statement and click on submit a replacement. 


Directed send problem solving 


Could you please provide me with the receiver's account number? 
Could you please provide me with the receiver's bank name? 

May | please have the receiver's name as it is on the bank account? 
Could you please provide me with the IBAN number? 

May | know when was the last time the receiver checked her account? 
May | know if you would like this money to be refunded or deposited? 


MoneyGram will investigate your case further, which may take up to 90 days due to time required to complete research, which may involve 
contact with the intended recipient's financial institution. However, MoneyGram typically resolves most cases faster. As soon as we get a 
response by the bank, you will be notified via email. Your case number is XXXX. 


| apologize but for security purposes, | am unable to verify the account information through chat. Please contact Customer 
Service at 1 800 926 9400. 


| am afraid to tell you that we are unable to cancel the transaction and process the refund because the money has been 
immediately wired to the bank account and this cannot be stopped. Please contact your receiver to get your money back. 


| can see the account details are correct. | will recommend you to wait 48 hours for the money to be deposited into the receiver's 
account by the bank. Also, you can have the receiver check their account balance or contact the bank. 


| can see the account details are correct. | will recommend you to wait 48 hours for the money to be deposited into the receiver's 
account by the bank. Also, you can have the receiver check their account balance or contact the bank. 

Thank you for the information. | can see the account details are correct. Since the funds are immediately wired to 
the receiver's bank, I will be opening a request in order to know why the money has not been posted to the 
receiver's account. 


| can see the account details are correct. | will recommend you to wait 48 hours for the money to be deposited into the receiver's 
account by mobile wallet company. Also, you can have the receiver check their account balance or contact the mobile wallet 
company. 


Thank you for waiting. | was verifying the details. | can see there was a case already opened for the money to be deposited, remember this 
process takes up to 4 BD, as soon as we have a resolution, you will be notified via email. 


Thank you for waiting, the system was requesting additional information to complete your transaction. The verification was completed. 
ee The estimated deposit day is on XXXX. 


Thank you for waiting. I'm afraid to tell you this transaction cannot be stopped since the money is immediately wired to the receiving bank. | 
verified the information and the account number is correct. In this case, as long as the account number is correct, the money should be wired. 
The transaction was transmitted successfully to the receiving bank and is currently being processed; funds should appear shortly on your 
receiver's account. Banking hours, holidays and/or regulatory requirements may affect the deposit date, however, we can see in the system 
that the transaction will be deposited no later than XXXX. 


1. Advise them that banking hours, holidays and/or regulatory requirements may affect the deposit date 


on your receiver's account. Banking hours, holidays and/or regulatory requirements may affect the deposit date, however, we can 
see in the system that the transaction will be deposited today. 


Many account deposits are completed within a few hours. Timing of funds availability in your receiver's account varies depending 
on destination country and is subject to banking hours and systems availability, good funds availability, approval by 
MoneyGram's verification systems and local laws and regulations. Banking business hours typically exclude weekends and 
holidays. 


Thank you. Could you please provide me with the number you are asking for entering as follows: 123 456 789? 


What is MoneyGram? 


MoneyGram is a person to person money transfer service aimed at persons sending money to family and friends, individuals you 
personally know and trust. 


Admin Verification Questions 


In order to properly assist you, could you please provide me with your date of birth? 
Para poder ayudarle adecuadamente, ¿podría proporcionarme su fecha de nacimiento? 

Thank you for the details. May | know if you are inquiring about the last transaction you sent? 
May | please have your date of birth? 

May | please have the email associated with your account? 

Could you please provide me with the email associated with your account? 

Thank you. May | please have your full name as it exactly appears on your MoneyGram online account? 
Thank you. May | know if you have a middle name or middle initial? 

Thank you. May | have your middle name? 

Thank you. Allow me a moment, please. 

¿Puede darme su nombre completo tal como aparece en su cuenta de MoneyGram en línea? 
How does your name appear on your MoneyGram online account? 

Do you have a middle initial? 

Do you have a middle name? 

How did you enter your name when you set up your MoneyGram online account? 

You mentioned that your date of birth is: . Is this information correct? 


Could you please click on the option View Profile Info located on your MoneyGram online account to check your name/date of 
birth? Please let me know. 

I'm sorry. I'm unable to find an account with your information. 

Thanks for the information. Is there any reason why you initiated the chat using a different name? 


Could you please access to your account, click on "view profile information" and provide your full name as it is on your account? 


Could you please access to your account, click on "view profile information" and provide your date of birth as it is on your 
account? 


Could you please provide to me the reference number like, 1 2 3 45 6. With an space between numbers? 


Saved transactions 

Thank you for waiting. | have verified the transaction and it seems that you did not complete the transaction or you got out of the page before 
the transaction was successful. As the transaction will not be charged, | can totally recommend you to feel free to make the transaction again 
but please wait until the transaction goes through this time. | will also recommend you to please follow basic troubleshooting steps. That 
includes: closing the app and launch or get into your Apps Store or Google Play, and confirm if you are using the last version of the app, and if 
you need updates, please download it. Also, you can use another device or connection available and try to logging into the MoneyGram 
website. 


DENIED TRANSACTIONS 

Thank you for waiting. | have verified the transaction and it seems that our security system declined the transaction. All transactions initiated 
with MoneyGram are subject to review. My apologies. As the transaction will not be charged, | can totally recommend you to feel free to make 
the transaction again but please wait until the transaction goes through this time, you will receive an email with the outcome. 


Thanks. I have reviewed the details in your transaction and I truly apologize, but your transaction is available for refund only. 
MoneyGram, as a heavily regulated money transfers company, has an obligation to obey many internal and international 
regulations. As a result, each transaction is subject to review and sometimes, MoneyGram may not process transactions. The 
funds will be reimbursed to the same payment method including the fee within the next 10 business days. 


However, keep in mind that every transaction sent through MoneyGram is subject to an internal review for the security of your transaction, 
therefore, you can go ahead and try to send money to yourself normally. 
Incomplete Answer 


Sorry, | don't want to lose my train of thought. 

Sorry, it takes me a little longer to formulate my thoughts/explanation. 

| just want to make sure you hear the full explanation. 

Just a second. I'm not quite finished yet. 

| would honestly appreciate if you allow me to provide you the full information. 


Send Receive Limits 


You can send 10,000.00 USD per transaction, 24,000.00 USD per continuous 6 months, and 72,000.00 USD per continuous 12 
months. 

Also, you can send up to 20 transactions per month. 

Delete cards MGO APP 


If you are using the app, you can delete your card by clicking on the 3 lines in the right upper corner. Then, you need to click on 
the Profile option. Finally, you will see a new screen where you will be able to delete the cards. 


If you are using the website, you can delete your card by clicking on View Profile Info. Then, you will see a new screen where you 
will be able to delete the cards. 


Change Phone Number 

Thank you. You have the option to use this phone number on your account. | will provide you with the instructions. If you are using the app, 
you can change your phone number by clicking on the 3 dots in the right upper corner. Then, you need to click on the Profile option. Finally, 
you will see a new screen where you will be able to do it. 


When customer provides a diff DOB or name on the profile 

I am sorry, | was unable to find any MoneyGram online account with the information you have provided. | can help you find a 
location where you can send your transactions. 

Phone number already used 

The system is telling this phone number can't be used to set up an online account. You will need to use a different phone number. 
Updating dob/name on profile 


Don't worry. | will send the request to the proper department so your date of birth can be updated on your online profile. Please 
allow us 24 hours to complete the request. You will get an email once the change is done. 


Don't worry. | will send the request to the proper department so your name can be updated on your online profile. Please allow us 
24 hours to complete the request. You will get an email once the change is done. 


Last name Duplicated 


You will receive an email notification stating your profile has been updated. This is because your last name was 
duplicated when the account was created. 


AAA:Name from: John Doe to John Dawn 


AAA:DOB from: 23/01/1990 to 23/02/1991 
Script for Promo Codes 


| am sorry for the inconvenience this decision caused you, but we want to continue providing the best service and to show our 
appreciation to you as our customer, we want to offer a 30% off the send fee on your next transaction send from the store 
location.aa 

Please use this promo code to receive your discount. Thank you for your loyalty to us, we appreciate your business. 

I am really sorry, please let me inform you that we don't have promo codes available at this moment. 


PROMO CODE 
It is a promotion code usually MoneyGram sends to customer to get some discounts when sending transactions. It is not necessary to have it 
to complete a transaction. 


Profile set up inquiry 


Did you include any special character in the password? 
Did you enter your full billing address? 
Did you enter the zip code, city and state manually or did it auto fill? 


Please let me inform you that the password can only contain numbers and letters, no special characters. You need to include a 
minimum of 8 characters and a maximum of 20 characters. 

Could you please try to sign up again and enter only numbers and letters in the password? 

Could you please try to sign up again and enter your full billing address manually? 


Probing questions for tainted profiles 


MoneyGram needs to verify additional information on your online account. May | ask you some questions regarding the last 
transaction you tried to send online? 


Could you please verify the name of the receiver for the last transaction you tried to send online? 
With all due respect, could you please tell me the relationship with your receiver? 

May | please have the purpose of the transaction? 

Have you met the receiver in person? 

Could you please tell me for how long have you known the receiver? 

When was the last time you saw the receiver in person? 

Are you planning to send more money to this receiver in the future? 

Do you know for how often are you planning to send to this receiver? 

In what city and state are you physically located? 

In what city and state will the receiver collect the funds? 

Thank you for the information provided. Please allow me a moment while | submit it to MoneyGram security. 


Probing questions for STS 


Could you please provide me the reason for you to send to yourself? 
Does the card belong to you? / Do you have your card in possession? 
May I ask you why you cannot go to an ATM, or one of your financial institution branches, to withdraw the funds? 


Verification questions for UK profiles 


May | please have the name of the receiver and the destination country? 
May | please have the send date and the send amount? 
May | please have the last 4 digits of the payment method you used to send the transaction? 


Personal questions over the phone/internet 


| apologize if the questions feel intrusive. Protecting our customer's from theft and fraud is a priority for MoneyGram. In order to 
do so, we have to ask questions that are designed help us protect you and. Ultimately, MoneyGram wants to ensure that our 
customers feel safe when using our services. 


Lexis questions 


In order to reestablish your online account, | will need to ask you some questions based on public records. Would that be ok with 
you? 

In order to unlock your online account, | will need to ask you some questions based on public records to verify your identity. 
Would that be ok with you? 

To reactivate your online account, | am going to ask you some questions based on the last transaction you sent online. Is that ok 
with you? 

Now, | will need to ask you questions from people you may know. Would that be ok with you? 


Could you please tell me in what state was your social security number issued? 
Could you please provide me with the county of your billing address? 

| am sorry, | refer to the county or parish. 

Do you recall an address on __ ? 

Could you please provide me the city and the state for that address? 

Are you familiar with? 

Could you please provide me his approximate age or month of birth? 

Could you please provide me approximate age or month of birth? 


Locked account 


| am glad to inform you that your online account was successfully unlocked. If you remember your password, please try to access 
your account. If not, you can click on the link Forgot Password in order to reset your password. Please let me know if you are able 
to change your password. 

Could you please click on the link Forgot Password to reset your password? 


When account is untainted and successfully verified 
I am glad to inform you that your online account was successfully reestablished. You can try to login again. 
Reject & block 


| do apologize for the inconvenience. For security purposes, your profile was blocked by the system. | will manually reopen the 
profile. 

You will need to change your password by clicking on the Forgot Password link. After that, you will be able to log in. 

Once you log in, you will be prompted to complete a verification process, the system will be asking you to submit a picture of your valid ID. 
Please make sure that the picture does not have glairs on it, fingers or flashlights. It has to be a clear and plain photo. Once the ID gets 
approved, | will need to transfer the chat to an escalated department. 


MANUAL FORCE 

Thank you so much. For security purposes, your profile was blocked by the system. | will manually reopen the profile. You will need to change 
your password by clicking on the Forgot Password link. After that, you will be able to log in. Once you log in, you will need to submit your 
transaction. For security purposes, you will be asked for additional information while submitting the transaction. If the transaction is 
successfully completed, you will get the reference number. Otherwise, your profile will be blocked again and you will need to send money from 
the locations. 


LDAP recreate button 


| see your MoneyGram online account needed a password reset. However, you will need to wait 30 minutes to reset 
your password. Since your online account has not been used for a long time, it didn't let you login or reset the password. 


| will reactivate the account, you will need to change your password by clicking on the Forgot Password link. After that, you will 
be able to log in. 
In 30 minutes you will be able to change your password and access it. 


Questions to create Chat Profile 


To assist you with your inquiry, | will need to gather some additional information from you to create your customer profile, would 
you be ok with that? This is with the intention to make your actual and future interactions and resolution be processed quicker, 
which is why we need to gather some additional information to setup a profile to better assist you. Is that ok with you? 


May | please have your date of birth and full home address? 
May | please have your full home address? 
Is that a house or an apartment? 


Keeping the chat active 


My system shows that you've been inactive for a while. Could you please confirm if you are still in the chat with me? 
Thank you for keeping the chat active. 

Please try to reply every 1 or 2 minutes to avoid this chat session ends automatically. 

If there is no response, the chat session will end automatically. 

Please reply to avoid this Chat session ends automatically. 

Please note the chat could end due to inactivity on your end, are you still with me? 


For future reference 


For future references, if you need to find a MoneyGram store location, you can use the Find a Location option from the website. 

If you need to find more locations, you can also use the Find a location option on the website. 

For future references, you may also use the Pay Bills option from the website. 

For future references, you may also use the Track option from the website. 

For future references, you have the option to calculate your own money transfer fees by clicking the Rates & fees option from the 
website. 

For future references, you have the option to cancel the transaction online by going to Transaction Details from your online 
account. 


Instructions to cancel transaction online 

For future references, you can cancel transactions by yourself using the following instructions. 
After logging in, Click View All in the Transaction History section. Choose the transaction that needs to be cancelled. At the bottom of the 
transaction details, you will see the Cancel Payment button. Pop-Out window with Important Notice will display, advising that the refund to 
credit or debit card will be completed within 10 business days. After clicking Continue, window will display prompting you to confirm the 
cancel. Select a reason for the cancel from the drop-down list. Once the transaction is canceled, the Cancelation Successful window will 
display. 

Transfers to another Chat representative 
Thank you so much for waiting. To further assist you with your inquiry, | will try to escalate you to another Chat representative. Please allow 


me a moment while | connect you. Please stay on this chat. 


Hi XXXXX. My name is Darwing, I'm from the MoneyGram Online department. It seems your inquiry was escalated to me for further assistance. 
Will you please allow me a few minutes to gather the details of your previous Chat to proceed? 


I am sorry, | just tried to transfer the chat, but it seems there are no representatives available at this moment. Please contact 
our Customer Service at 1 800 542 3590. 


Other languages 
| apologize but we currently only support English and Spanish Chat inquiries. Please contact Customer Service for assistance at 1- 
800 929-9400. 


Issues not addressed via Chat 
I am sorry, we need to verify additional information on the transaction that can only be collected over the phone. 


Escalated MGO issues: | apologize, but for security purposes, | am unable to resolve this issue through Chat. Please contact 
our Customer Service at 1 800 922 7146. 

Escalated Money Transfer: | apologize, but for security purposes, | am unable to resolve this issue through Chat. Please 
contact our Customer Service at 1 800 926 9400. 

Related to Retail Money Order: | apologize, but for security purposes, | am unable to address this inquiry through 

Chat. Please contact our Customer Service at 1 800 542 3590. 

For Retail Money Order: | am sorry, if you want to check the status of the money order, | would recommend you to contact 
Customer Service at 1 800 542 3590. 


Money Order 


I am really sorry about that. In this case, | am going to try to transfer you to the Money Order department in order to 
get further assistance. 


he money order department is open from Monday - Friday: 8:30 AM - 6:00 PM CT. They are closed on Saturday and Sunday. Here is the phone 
number: 1 800 542 3590. 


Please contact our Customer Service at 0-800-026-0535. 
PP1 schedules 


The money order department is open from Monday through Friday from 7:00 AM to 8:00 PM CST and Saturday from 8:00 AM to 
5:00 PM CST. They are closed on Sunday. 


Subject Description Links 


Purchaser/Payee wanted to know 
the money order status. Advised 
customer how to check the status 
online. 


Advise customer to use this link: 
Please go to this link: https://moneygram.force.com/morrv1/s/? 
| mode=1& country=usé: language=en to check the money order status. 


MO Status 


MO Refund [Purchaser/Payee wanted to know [Advise customer: 
Inquiry how to get a money order Please go to this link: https://moneygram.force.com/morrv1/s/? 


refunded. Provided with the money _Mode=28 country=usé: language=en to initiate the refund request. 
order online refund process. 


Purchaser/Payee wanted to know a Advise customer: 
MO Refund the status of the money refund Please go to this link: https://moneygram.force.com/morrv1/s/? 
Status request. Advised how to check _mode=3& country=usé: language=en to check your refund request. 


the refund status online. 


Advise customer: 

Please go to: https://www.moneygram.com/mgo/us/en/help/faq/money-orders to 
get the instructions to get a photocopy of a cashed money order choose the 
question: "How do | request a photocopy of a cashed money order?". 


Purchaser/Payee wanted to know 
MO Photocopy how to get a MO photocopy. 

Inquiry Provided with the instructions how 
to get the photocopy. 


When customers ask why they need to call 


| do apologize for the waiting time on the phone, we are receiving a high volume of calls these days. We need to verify additional 
information with you that can only be collected over the phone. 

My apologies for that, we are receiving a high volume of calls these days. | recommend you to try to call again to help you with 
your transaction. 

| am really sorry for this. We are receiving a high volume of calls these days. Please try again to help you with this transaction. 

| do apologize, | wish | could do more for you, but this information can only be verified over the phone. 

| understand this may be frustrating for you. However, calling is a much better alternative since we cannot verify these details via 
Chat. 

For your protection, we cannot review these details via Chat. In this case | would suggest you to contact Customer Service line. 

| understand this may be frustrating for you. The reason we advise you to call us, it is because we don't verify information as we 
do over the phone. 

A MoneyGram live representative will be taking care of your request as soon as you get connected over the phone. 

Thank you for taking the time to call. We appreciate it a lot! 


CHAT SURVEY NOTE 


Please be advised that you will be prompted to complete a brief survey at the end of this chat. Your feedback is very important to 
us and we would like to hear about your experience. 


Pre closing 


Have I addressed all of your concerns today? 

Is there anything else | can assist you with? 

Do you have any additional question for me today? 

Have | answered all your questions? 

I’m glad we could help you troubleshoot the problems. 
Please let me know if you have another question or inquiry. 


Closing 


Thank you for choosing MoneyGram. Have a great day. 

Thank you for choosing MoneyGram. Have a great afternoon. 

Thank you for choosing MoneyGram. Have a great evening. 

Thank you for choosing MoneyGram. Have a great night. 

Thank you for choosing MoneyGram. Have a nice weekend. 

It was a pleasure to assist you today. 

Please feel free to contact us at any time if you have more questions or another request. 
If any other questions arise, please feel free to contact us at any time. 


It was a pleasure to assist you today. Is there anything else | can assist you with? 

It was a pleasure to assist you today. Do you have any additional questions for me today? 
You are welcome. Is there anything else | can assist you with? 

You are welcome. Do you have any additional questions for me today? 


Authorization number for receivers 
Thank you. When a transaction is already sent and approved with MoneyGram services, the system generates an 8 digit reference number. | 
will recommend you to check with the sender or the sender can get in contact with us for assistance. 


RRR notes script 


Thank you for the information provided. | will submit it to MoneyGram security. However, we will take a couple of hours to review 
this information. Could you please contact us back in a couple of hours to have a response regarding your online profile? 


| am sorry, we will need some time to review some information on your MoneyGram online account. Could you please contact us 
back in a couple of hours to see what the resolution is? 


Error code 4055 MGO 


Thank you for waiting. | do apologize for the inconvenience, I'm afraid to tell you that your online profile is under review as a part of our secure 
measures. You can try to resubmit your transaction after 1 week. If after 1 week, you still cannot send the transaction, I'm afraid you will need 
to use a different service to send it. 


Thank you for waiting, | was verifying the details on your account, | can see you were previously advised that your online profile was under 
review. I'm afraid to tell you that since you are still unable to send the transaction, you will need to use a different service to send it. 


e All transactions initiated with MoneyGram are subject to internal review, your transaction was not processed and you 
were not charged. 

e On the other hand, your profile is under review and you are free to attempt to transact after a week; if the error persists, you 
likely cannot use MoneyGram services anymore and your further transaction attempts will be rejected. 

e There is no more information | can provide to you at this point. 


When a profile is RFS 


| am afraid to tell you that MoneyGram security has closed your online access permanently. In order to process your transactions, 
you will need to go to a location with cash. | can help you find a location for you. 


Thank you for waiting. I'm afraid to tell you MoneyGram security system is not comfortable or unable to verify your 
identity online, so your online profile has been closed. However, you are welcome to use one of our store locations 
where the payment will be accepted in cash only. Would you like me to find a location near you? 


RFS Reject and Block 


Basically, our security system has stopped your transaction and it was denied in order to protect you. However, you are welcome to use one of 


our store locations where the payment will be accepted in cash only. Would you like me to find a location near you? 


Sinceramente, me disculpo, pero MoneyGram ha cerrado su acceso en línea de forma permanente. Para procesar sus transacciones, deberá ir 
a una localidad de MoneyGram con efectivo. Puedo ayudarle a encontrar una localidad para usted. 


Thanks for your time. Upon checking, MoneyGram security system is not comfortable with your activity and unable to verify your identity 
online. Therefore, your online profile has been closed. | sincerely apologize for this inconvenience on behalf of the company. You are still able 
to send funds with cash and a valid ID from a MoneyGram location. Cash would be the only accepted form of payment. 


| would love to provide alternative solutions. However, the decision made by the company cannot be overturned. | am deeply sorry you are 
going through this. | wish | could reopen your account. 


Chargeback / ACH Return 


| am afraid to tell you that since you have disputed the funds with your bank, MoneyGram has closed your account and it will 
remain closed. However, if you still like to use MoneyGram services, you are welcome to use one of our store locations. | can help 
you find a location for you. 


Thank you for waiting. I'm afraid to tell you MoneyGram has closed your account due to a dispute from your bank, 
and it will remain closed. However, if you still like to use MoneyGram services, you are welcome to use one of our 
store locations where the payment will be accepted in cash only. 


Why? 


| really apologize, | wish | could provide you with more information, but due to security, the reason as to why you are not able 
to use the online service is not provided. 

| apologize for the inconvenience, however, to protect the integrity of our security system, we are unable to provide 
specific details regarding the information you are asking for. 


Realmente me disculpo, me gustaría poder brindarle más información, pero debido a la seguridad de MoneyGram, no se 
proporciona el motivo por el cual su transacción no se completó. 


I am sorry. No more details are given to anyone to protect the integrity of our security. 
Your online access has been permanently closed. Your online access cannot be reopened. The system will not let you create a 
new account. | do apologize. 


| can provide you with the phone number from Customer Service, but | am unable to guarantee that they will be able to provide 
more information. The phone number from Customer Service is 1 800 922 7146. 


| am sorry, your transaction has been declined by MoneyGram, you were not charged. 
| am sorry, your transaction has been cancelled by MoneyGram and the refund will take from 3 to 10 business days. 


"| understand your situation and | would like to change it for you, but as previously mentioned the best course of 
action to resolve this is by -. Besides this inquiry, was there anything else | could assist you with today?" 


"I understand how important is for you to solve this issue, however, at this point | have provided you all the 


information available to help you with your case/transaction/request. Now that | have confirmed this for you, do you 
have any additional questions or a different inquiry for me today? 


When a profile is DNR 


| am afraid to tell you that MoneyGram security has closed your MoneyGram online access permanently. In order to process your 
money transfer, you need to use a different money transfer service provider from now on. 


Why? 


| really apologize, | wish | could provide you with more information, but due to security, the reason why you are not able 
to use MoneyGram services is not provided. 


| really apologize, | wish | could provide you with more information, but due to security, the reason why your MoneyGram account 
was closed is not provided. 


DNR/MGNO - Thank you for waiting. | am afraid MoneyGram security system has reviewed your activity and to protect you against any loss, 
your account has been closed. I'm afraid you will not be able to use our service anymore. However, if you still want to send money, you can try 
using a different service. On behalf of the company, | sincerely apologize for the inconvenience this situation has caused. 


According to our terms and conditions of service usage, MoneyGram may without notice, refuse to honor any instructions for a 
transfer, suspend or deactivate your user account based on analysis outcome. For additional information, | invite you to review 
our terms of services available at www.moneygram.com section 2, Use of the services. 


| apologize for the inconvenience, however, to protect the integrity of our security, we are unable to provide with specific details regarding the 
information you are asking for. This decision MoneyGram Security took, is for our and your protection, however you are more than welcome to 
use a different money transfer service provider. 


| apologize for the inconvenience this is causing you, but this decision MoneyGram Security took, is for our and your 
protection, however, you are more than welcome to use a different money transfer service provider. 


Once again, | do apologize, but this information is of restricted access to be reviewed. Now that | have explained this 
to you, would you have any other question? 


My apologies on behalf of the company for the inconvenience, but no further details were provided. 

WHY- | wish | could provide you with the reason or more information, but | am afraid that our security didn't provide 
with those details. | am sorry. To protect the integrity of our system, we are never provided with a specific reason. 
However, we invite you to use one of our store locations. 

I wish | had more information regarding this, but we do not have the details as to why you are not able to send money. 
As a security measure no additional details are provided. 

- The decision to suspend the service is permanent, and there is no currently a process to appeal it. | wish | could do 
more for you, but this decision cannot be overturned. My sincere apologies. 

- | wish | could do more for you, but | am afraid this is the decision our security has made and we are not able to 
override it. 


I apologize for the inconvenience, however, to protect the integrity of our security, we are unable to 
provide specific details regarding the information you are asking for. 


Please remember that MoneyGram may, without notice and without liability to you, refuse to honor any instruction for a transfer, 
suspend or deactivate your user account, stop or reverse any transfer, or otherwise suspend or terminate access to, or refuse to 
provide, any services at any time in its sole discretion. 


"I understand your situation and | would like to change it for you, but as previously mentioned the best course of 
action to resolve this is by -. Besides this inquiry, was there anything else | could assist you with today?" 


"I understand how important is for you to solve this issue, however, at this point | have provided you all the 
information available to help you with your case/transaction/request. Now that | have confirmed this for you, do you 
have any additional questions or a different inquiry for me today? 


When customer asks for a supervisor via Chat 


Please keep in mind that this is the final decision which is based on our internal rules and regulations. If you still need any further 
assistance regarding a different issue, | would be glad to help. 


| understand the inconvenience this has caused you and | apologize. | am afraid to tell you that this decision is final and cannot 
be changed. If you still need any further assistance regarding a different issue, | would be glad to help. 


| really apologize, but at this moment, we don't have the option to talk to a supervisor via Chat, but you can contact our 
Customer Service line at 1 800 922 7146/1 800 926 9400. 


Useful information for sending money online 
Would you like me to walk you through sending money online? 


To send money online, you first need to create an online account. To create the account, please click on the option Sign Up 
located at the top right hand corner of the website. 


Once you have created the account, please click on Send to someone new. 

Then, please enter the send amount and destination country. 

After that, you need to select your payment method option. 

Then, please choose receive method option. 

After that, please enter your receiver's name as it exactly appears on his or her valid ID. 
Then, you will be asked to enter your payment method information. 

Finally, you will pass through the Fraud Prevention section. 

Then, you can click on Review and Send to submit your transaction. 


Sending to an inmate 


MoneyGram offers money transfers to several Correctional and Federal facilities and County Jail Commissaries. 

Some facilities may accept money transfers online, some others through our MoneyGram agent locations. 

In order to process your request, we need to know if the facility you are planning to send this money to is available and payable 
online or through our MoneyGram agent locations. 


Please follow my instructions in order to complete your online transfer. 


Please click on the option Pay Bills on the MoneyGram home page. 

Then, please enter the name of the correctional or receive code on the search field. 
If the correctional is payable with MoneyGram, it will be listed. 

Then, please enter the send amount. 

After that, click on Pay this biller. 

Then, please select your payment method option. 

Click on Next. 

In the Biller Account Number field, please enter the inmate ID number followed immediately by inmate’s last name. 
You will be also required to enter the receiver's name on the proper fields. 

After that, you will be asked to enter your payment method information. 

Finally, you will pass through the Fraud Protection. 

Then, you can click on Review and Send to submit your transaction. 


Send limits online 


You can send up to 10,000.00 USD per online transfer, and up to 10,000.00 USD every 30 calendar days. 

Please let me inform you that the online send limit is 10,000.00 USD per transaction and 10,000.00 USD per 30 calendar days. 
For most of our MoneyGram agent locations, the standard rule limit is $ 10,000.00 USD send and receive per transaction. 
10000 USD is equivalent to 6000.00 GBP (Online) 

Send and receive limit for UK Post Office is £5,000.00 


Error 7003 

Thank you for waiting. | am sorry for the inconvenience. Your transaction is not going through due to regulations. MoneyGram needs to comply 
with a high number of internal and external regulations. As a result, any transaction sent with our service is subject to review and might not be 
processed. There is a note on your profile indicating to try to send the transaction in a few days. 


e You can send to the same receiver the following week (and every consecutive week, whenever you are repeatedly rejected), or 
send to another receiver. There is no more information | can provide you with at this point. 


I’m truly sorry. | would like to have the option available to change this for you; however as | previously mentioned, due to 
regulations and limitations, the transaction cannot be completed at this time, it may also be due to regulations in the receiving 
country. 


| wish | have the option available to change this for you. As previously mentioned, due to regulations and limitations, the 
transaction cannot be completed at this moment, it may also be due to the regulations in the destination country. I'm sorry. 


Thank you for waiting. I'm afraid the limit cannot be increased. MoneyGram needs to comply with a high number of internal and external 


regulations. As a result, any transaction sent with our service is subject to review and might not be processed. If you are receiving an error, 
you may try to send within a couple of days. 


Error 614 
| am sorry for the inconvenience. Your transaction is not going through because the global limit has been reached. MoneyGram 
needs to comply with a high number of internal and external regulations. As a result, any transaction sent with our service is 


subject to review and might not be processed. We recommend you try to resubmit your transaction after a week. 


MoneyGram is a heavily regulated money service business company, we need to comply with a high number of internal and 
international regulations. 


Global Send and Receive limits 

You can send and receive a maximum of: 10,000.00 USD per transaction, 10,000.00 USD per 30 calendar days, 24,000.00 USD 
per continuous 6 months, 72,000.00 USD per continuous 12 months, and 20 transactions per month. For the online services, 
limits per transaction may vary depending on the receiving country; you will see them while estimating fees. 


If you have not exceeded these limits, keep in mind that there may be other limit-driven restrictions, resulting in transactions 
being stopped. 


For the online services, limits per transaction may vary depending on the receiving country; you will see them while estimating 
fees. 

The transaction was cancelled because it met one of the limits imposed either by MoneyGram or country regulations. 

You are free to attempt to transact the following week 


Once the 24,000.00 USD per 6 months or 72,000.00 USD per 12 months limit is reached, MGI will place the transaction on hold, 
conduct an interview and review the consumer transaction history. 


Once the customer's activity is accepted, they will be allowed to continue transacting with MGI until reaching the next limit of 
96,000.00 USD per 12 months. 


Quoting fees 


Credit Card: If you use a credit or debit card online, the fee for sending $ is $ . The total amount to send is $__, your 
recipient should receive $. 


Checking Account: If you use a checking account online, the fee for sending $ is $ . The total amount to sendis$__, 
your recipient should receive $. 


Cash at the store: If you use cash at a store location, the fee for sending $ is $ . The total amount tosendis$ ___, 
your recipient should receive $__. 


Exchange rate: Current exchange rate today is: 
Fee and Foreign Exchange rate Disclaimers 
Dodd-Frank fixed exchange rate disclaimer 


US to International Sends 


Fee disclaimer 


US to US (also applies to US territories) or US to International sends (USD to USD) 


Fixed exchange rate disclaimer 


International to US and international sends 


Express Payment 


Indicative Exchange rate disclaimer 


Why has fee increased? 
Please remember all fees and exchange rates are always subject to change. 


This is a business decision based on extensive market research and cost analysis. While this represents a change for our 
consumer, our fees remain competitive and continue to represent a good value for our consumers. 


Why should | keep on using on MoneyGram? We continue to dedicate ourselves to providing the best service in the industry 
because it is affordable: priced are up to 10% less than competitor service, it is reliable: MoneyGram has 65 years of payment 
experience and a strong commitment to ensuring your payments are fast and accurate. It is convenient: there are 40,000 
nationwide locations and major retail chains, which is much more than some competitors have, and it is fast: funds are available 
within 10 minutes. 


Are there going to be any future fee increases? There may be times when MoneyGram makes a decision to increase our 
fees. These decisions are made with care, as we are aware that this may concern customers in these challenging times. 


What are the fees to send money? 


Fees vary depending on where you are sending, how much, and how you are paying. Fees are typically lower if you pay with a 
bank (must be a U.S. Checking account). If you pay with your credit or debit card, the fees are slightly higher. 


Can | send money over the phone? 


I am sorry. This service is currently not available, please check back soon. You can currently send money online or in person at a 
MoneyGram agent location. 


Sends to prepaid cards 


We do offer card-load services through some of our MoneyGram agent locations only. Allow me to check available locations in 
your area that may offer the service to load cards. May | please have your zip code? 


When customer asks if they need to enter receiver's address or location 


Please let me inform you that there is no need to specify the receiver's address or receive location because the receiver can go to 
any MoneyGram location to collect the funds with a valid ID and the reference number. 


Can my receiver pick up the transfer in a different country that | sent it to? 


For security reasons, your receiver must pick up the funds in the country you sent to. If your receiver is not in the country you 
sent to, please cancel the transaction and send again to the new destination. 


We could use this script when customer is having issues sending from a MG location 


| apologize for the situation and | completely understand your concern, let me go ahead and explain you; MoneyGram, as a 
heavily regulated provider of global payment services, has an obligation to meet a large number of rules and regulations 
internationally. As a result, each transaction sent using our service is subject to review, in the case of your transaction 
MoneyGram has decided not to allow the transaction initiation for security reasons and the protection of your funds. 


When we are processing a money transfer the transaction details are reviewed in the system, if the transaction passes the 
verification process a reference number will be issued if it's not the transaction will be declined. You are more than welcome to 
use the money gram services, however, bear in mind any transaction sent with our service is subject to review and might not be 
processed. 


Information for Historical Transaction Request process 


Please let me inform you that you need to get the Transaction History Request Form online. Please follow my instructions to find 
the form online. 


1. Please click on the option Help located at the top hand right corner of the MoneyGram website. 
2. Then, please click on Service Forms. 
3. Finally, click on Historical Transaction Request under Money Transfer Forms. 


Records are only retained for 7 years back from the current year. 

Once the documentation is received and approved, request will be processed within a 10 business day time-frame. 
Historical Transaction Report consists of the following information: 

-Sender's and receiver's names 

-Send and receive dates 

-Face and fee amounts 

-Reference Numbers 


Please submit the completed form along with a copy of your valid ID to historicalrequests@moneygram.com. 

If customer resides in the US: 

To complete the payment, you need to complete an Express Payment transaction either through the MoneyGram website or 
through an agent location with the receive code 3941 and account number 1111111111. 


Please use the following link: US link 


http://global.moneygram.com/Documents/HistoricalRequest-US-EN.pdf?_ga=2.213273620.16861151.1599552342- 
298555983.1599552342 


If customer resides in European Union: There are no fees for EU 

Receive-only country: There are no fees 

None of the above: You need to complete a 10 Minutes transaction either from a MoneyGram location or website. Receiving 
information will be as follows: 

First name: MG Historical 

Last name: Transaction Request 

Destination: US 

You have to pay a fee depending on the time that you want your transactions history. Up to 12 months 25.00 USD., 1 - 3 years 
50.00 USD, 4 - 5 years 75.00 USD 

6 - 7 years 100.00 USD. 

UK link: 


http://global.moneygram.com/Documents/NXT%20DE/Historical-Transaction-Request-Europe-English-v2.pdf? 
_ga=2.60342126.2113483472.1601280182-993303347.1600934938 


1 - 3 years 4-5 years 6 - 7 years 
Up to 2e months (13 to 36 months) ((37 to 60 months) |((61 to 84 months) 
25.00 USD 50.00 USD 75.00 USD 100.00 USD 
| | IS o 


The link is: http://global.moneygram.com/Documents/HistoricalRequest-US-EN.pdf?_ga=2.187191144.1545997965.1603119962- 
1377936002.1595577746. The Historical Transaction request form contains 2 pages: The first page shows the instructions in how-to process 
the request. The second page is the form itself. You can fill it out online and print it out or you can submitted by email 

to historicalrequestsemoneygram.com. | will continue in the next paragraph. 


There is a service fee to pay depending on the number of years requested. The fee Chart can be found in the first page, Section 2. This fee can 
be paid off by filling out an Express Payment form in a MoneyGram location, or through our Pay Bills option available online, with receive code 
3941. Please keep in mind that a biller account number is the number '1' ten times (1111111111). Once you get a reference number, you can 
add this reference number at the bottom left-hand corner of the form, where it says 'Reference number fee paid with'. Once the 
documentation is received and approved, the request will be processed within a 3 business day time-frame. Incomplete, missing or illegible 
documents will cause an additional delay. 


Instructions to print previous transaction history from online account 


. Please log into your MoneyGram online account. 

. You will be automatically taken to the My Account tab in the upper left hand corner. 

. Click the View All link above the Transactions in Progress panel. 

. All the transactions made within the past year will display. Click on any transaction to see more details. 
. Scroll down and click View Receipt in the lower right hand corner: 

. Right click to access the quick menu and select Print. 


dd UE UNA 


RIA related calls 


If sender is chatting: Could you please provide me the destination country? 
If receiver is chatting: May | please know in which country you are located? 


| do apologize, we recommend you to contact Ria for assistance at 1-855-355-2138. While Ria and MoneyGram are different 
companies, we both offer money transfer services, and would like to see you as our customer. Please, take advantage of 
MoneyGram promotion: 30% off your fee with the promo code when you choose to transact with MoneyGram. You can use the 
promo code anytime within the next 30 days. 


Voided transactions 

Voided transaction is a transaction cancelled before it settles through a consumer's debit or credit card. 
If the transaction is cancelled the same day, during weekend or bank holiday. 

If the refund time frame has not yet passed since the cancellation: 


Your transaction has been cancelled successfully and the standard time-frame for the refund is 3 - 10 business days. In case the 
customer requests an additional information, you can say: After 10 business days, please check your bank statement. If 
you still see the charges by MoneyGram on the day of sending your transaction without refund of your funds, please call us back. 


If the refund time frame already passed since the cancellation: 


Once you identify that the transaction was created and cancelled during the same day/weekend or holidays, inform 
the customer of the possible void scenario. 


Request them to go through their bank statement and confirm if they can see any charge from MGI on the day they sent the 
transaction 

We can see in our system that your transaction has been successfully refunded on the day you cancelled the transaction. It looks 
like a voided scenario and MoneyGram might not have collected the funds from your account. In such cases transaction is 
cancelled before MoneyGram settles the funds and MoneyGram loses its authorization to collect such funds. 

VOIDED 

Thank you. The transaction has been successfully cancelled. Usually, the standard time-frame is completed within 10 business days. However, 
when a transaction is cancelled on the same day, the transaction may get cancelled and refunded on the same day as well. We can see in our 


system that your transaction has been successfully refunded on the day it was cancelled. It looks like a voided scenario and MoneyGram might 
not have collected the funds from your account. In such cases, the transaction is cancelled before MoneyGram settles the funds and 
MoneyGram loses its authorization to collect such funds. May you please go to your bank statement on January 16th? 


If customer has access to their bank statement>If customers sees 1 charge, while they sent 2 or more 
transactions: In certain scenarios, when a customer processes two transactions of the same amount on consecutive days and 
cancels one of them, there is a possibility that the charge for the first transaction will be withdrawn and second transaction will 
be voided. 


Customer will not see these as separate transactions on their account (like in case of refunds). Usually voids show up on detailed 
bank statements under the Deposits/Additions or Credits section. Advise the customer about the void and to check their bank 
statement to clarify it. You can say: As you sent transactions of the same amount, and there is only one charge. Confirming that 
one of the transaction has been voided. 


If customer has access to their bank statement> And customer doesn't see a charge: Advise the customer that they do 
not see any charge because MoneyGram didn't collect funds from their account. 


If customer has access to their bank statement> And customer sees 1 charge, while they sent 1 transaction: Advise 
customer that MoneyGram has completed the refund process. To get more information, they need to contact their card specialist 
and inquire about the charge. 


Transaction in RF6 status (Online) 


| really apologize, | see your transaction is only available for a refund. Since your transaction is only available for a refund, the 
dedicated department will cancel your transaction within 1 business day and you will be notified of the cancel via an automated 
e-mail. Once the transaction is cancelled, the refund will take from 3-10 business days. You will receive a full refund including the 
fees. The refund will be sent back to the original payment method. 


Thank you for waiting. | cancelled your transaction. You will receive a cancellation confirmation email. The refund amount is 
54.99 USD and it will be completed within 10 business days. The refund will be sent back to the original payment method. 
For future references, you have the option to cancel the transaction online by going to Transaction Details from your online 
account. 


Possible voided 


However when a transaction got canceled the same day as sent there is a possibility the transfer 
became voided and the funds should return the same day, please contact your bank to make sure if the 
transfer was voided, otherwise you would have to wait within 10 business days. 


Refund transaction 
May | know if you will go back to the same location, where you sent the money from to get your refund? 


Let me inform you that valid photo ID is required to pick up the refund. 


Thank you for waiting. | cancelled your transaction. Please let me inform you that the refund amount is XXXXX. Your new reference number is 
XXXXXX. Please make sure to advise the agent that you are receiving money since you will become the receiver and MoneyGram is the 
sender. Let me inform you that a 


Total Refund Amount: 2, 200.00 USD.00 USD 
36583445 and 54773157 


Transaction in RF6 status (From the store) 


| really apologize, | see your transaction is only available for a refund. To have a refund, you need to go to a MoneyGram location 
with your valid ID and the reference number. 


I am sorry, the system does not provide more information as to why the transaction is only available for a refund. 
Transactions in RF6 status/Tranx cancelled-Rejected by receiving partner 


| do apologize, your transaction was cancelled by MoneyGram because it was rejected by the receiving bank. No more 
information was provided as to why. 


Thank you. | do apologize, your transaction was cancelled by MoneyGram because it was rejected by the receiving bank. Basically, 
MoneyGram tried to wire the money to the bank of your receiver, but his bank is rejecting the funds, our system automatically process a 
cancellation once the bank rejects the transaction. The refund time-frame is within 10 business days. My apologies for the inconvenience. 


MoneyGram tried to wire the money to the receiver's wallet account, but the service provider i is rejecting the funds, our system automatically 
process a cancellation once the company rejects the transaction. The refund time-frame is within 10 business days. My apologies for the 


inconvenience. 


Thank you for waiting, | do apologize for the inconvenience, your transaction was cancelled by MoneyGram because it was rejected by the 
receiving card's institution. The refund time-frame is within 10 business days. 


When customer is checking bank account deposit tranx and delivery has not passed yet 


Please let me inform you that your transaction was transmitted successfully to the bank and is currently being processed; funds 
should appear shorty on the receiver's account. Your transaction should be deposited on 


Many account deposits are completed within a few hours. Timing of funds availability in your receiver's account varies depending 
on destination country and is subject to banking hours and systems availability, good funds availability, approval by 
MoneyGram's verification systems and local laws and regulations. Banking business hours typically exclude weekends and 
holidays. 


When customer requests a refund for a bank account deposit because he changed mind/transaction was sent twice 
by mistake or receiving bank will close and the transaction is enter in SEN/REC status 


| do apologize, please let me inform you that we are not able to cancel the transaction and process the refund because the 
money has been immediately wired to the bank account and this cannot be stopped. Please contact your receiver to get your 
money back. 


When we need to open a complaint 

MoneyGram will investigate your case further, which may take up to 90 days due to time required to complete research, which 
may involve contact with the intended recipient's financial institution. However, we typically resolve most cases faster. 
MoneyGram will investigate why the funds have not been deposited into the receiver's bank account. This process will take up to 
4 business days. 

Direct Send resolution time frames 

Complaint or request related to a deposit delay> 4 business days 

Complaint or request related to incorrect account details or amount deposited> 10 business days 

Subject and Description fields for Direct Send problem solving 

Deposit delay: Please, assist in verifying whether this payment was deposited to the customer's account. The customer is 
stating that the transaction has not been deposited yet and wants it to be deposited/refunded: 

All the account details were verified and are correct: YES 

When was the last time the receiver checked their account balance: provide date 


Wrong account: Please, assist with a refund of a transaction sent with incorrect account details. 
Intended receiver's details: provide correct account details 


Wrong amount deposited: Please, assist with researching this transaction. Consumer states that an incorrect amount was 
deposited to receiver's account: 

Expected amount: 

Amount which was deposited: 


Explanation for transactions in RF6 status 


Transaction Declined 

Thank you very much for your patience and waiting. | have confirmed that this transaction was rejected by the MoneyGram security system, 
since it was rejected, you were not charged by MoneyGram. Be aware that this happens from time-to-time in order to keep the security of our 
customers. Keep in mind that transactions sent using MoneyGram services are subject to internal review, if the security system does not feel 
comfortable with transactions, there is a huge possibility that transactions will be rejected and even profiles will be locked. In order to keep 
the security of our customers and our own security, from time-to-time MoneyGram security system requires to gather more information 
regarding details of transactions in order to meet local and international security standards. 


IY/CY hold 


Inform the sender: 

Thank you for waiting. Please let me inform you that the receiver's activity was reviewed internally and the activity was deemed 
unusual for transacting using our services. Your transaction was rejected because of this specific receiver. However, you can still 
send to other receivers. Your transaction was refunded and refund time-frame for all funding sources is within 10 business 

days. 1 truly apologize for the inconvenience on behalf of the company. 


Inform the receiver: 
| do apologize, your transaction is not available for payout. The transaction is only available as a refund for the sender. 


Thanks. I have reviewed the details in your transaction and I truly apologize, but your transaction is available for refund only. 
MoneyGram, as a heavily regulated money transfers company, has an obligation to obey many internal and international 
regulations. As a result, each transaction is subject to review and sometimes, MoneyGram may not process transactions. The 
funds will be reimbursed to the same payment method including the fee within the next 10 business days. 


GR RECEIVE 

Thank you for waiting. Please let me inform you that your transaction was cancelled because it met one of the limits 
imposed by MoneyGram International or country regulations. It means this receiver can't receive transactions at this 
moment. My apologies for the inconvenience. The refund time-frame is 10 business days. 

CRRS hold 


Please let me inform you that your transaction is currently under review, and MoneyGram needs to collect some information 
regarding the transaction as a part of our secure measures. May | ask you some questions regarding your transaction? 


Could you please provide me the reason why you typically use MoneyGram? Is it business related, charity, family or friends 
support? 

Could you please provide me the purpose of your current transaction? 

May | please have the relationship with the counterparty? 

Could you please provide me the source of funds for this transaction? 

May | please have your occupation? 


Thanks for the information provided. Your transaction will be ready for pickup approximately in 15 minutes. 


HOLD 

Thank you for waiting. | have verified the details of this transaction. This transaction is under verification as a part of 
our secure measures. Additional information from you is needed. To provide further assistance with this request, | will 
need to connect you with a phone representative. | can place a call to the number listed on your profile and connect 
you with the respective department. If you agree, please, provide the phone number listed on your profile and confirm 
you have it accessible to receive a callback. 


Thank you for waiting. | have verified the details of this transaction. This transaction is under verification as a part of 
our secure measures. To verify further details on this transaction, you have to contact our customer service at 1 800 
926 9400. 

Thank you for waiting. | have verified the details of this transaction. This transaction is under verification as a part of 
our secure measures. To verify further details on this transaction, you have to contact our customer service at 


AIEEE. UK 


I'm sorry. MoneyGram needs to comply with a high number of internal and external regulations. As a result, any transaction sent with our 
service is subject to review. We need to verify additional information on the transaction that can only be collected over the phone. Besides 
this, is there something else | can assist you with? 


I've checked the transaction's information and | can see that the transaction is under review. | apologize for the inconvenience. Nevertheless, 
for security purposes, | am unable to resolve this issue through chat. Please contact Customer Service at 1 800-922-7146. | do apologize for 
the inconvenience it might have caused you. 


Thank you. | can see the transaction 61246481 is available, you only need to provide with the reference number and a 
valid ID to collect the funds. For transaction 59266029, | have verified the details of this transaction. This transaction is 
under verification as a part of our secure measures. To verify further details on this transaction, you have to contact 
our customer service at 08082341093. 


Thank you for waiting. | can see that the transaction is currently under review, please be aware that the 
transaction requires additional information. If MoneyGram can speak with the receiver the transaction 
may become available for pay out. For this situation your receiver can contact our Customer Service 
line at xxxxxxxxx. They will ask your receiver a few questions regarding your money transfer. 


BSA HOLD 
Thank you. | have verified the details of this transaction. This transaction is under verification since the receiving bank is requesting more 
information from you. To verify further details on this transaction, you have to contact our customer service at 1 800 926 9400. 


Blank Hold / Execution Pending 


Thank you for waiting. My apologies for the inconvenience, the system was requesting additional information to complete your transaction. 
The transaction will be released in a few minutes. You can have the receiver use the same reference number and a valid ID to collect the 
money. 


Thank you for waiting. My apologies for the inconvenience, the system was requesting additional information to complete your transaction. 
The transaction has just been released from hold, transmitted successfully to the bank and is currently being processed; funds should 
appear shortly on the account. 


Chat ID: XXXXXXXXXXX Sender chat in abt TRANX ID: XXXXXXXXXXX REF #: XXXXXXXXXXX in bcs tranx cannot be 
received/receiver cannot call funds, tnx is on Hold: ADI, Consumer GBP Aggregation Hold/Interview, adv the sender call 
cx service. phone number provided. 


| have verified the details of this transaction. This transaction is under verification. To release this transaction, | will 
have to escalate you to another Chat representative. Will you please allow me a moment while | connect you? 


You can contact us through Contact Me MoneyGram at www.callmoneygram.com/contactme 
Please enter the full website address in the Address bar. 

Also, you have to choose the country and provide your phone number. 

Once you enter that information, you should press the CONTACT ME Please--->CLICK HERE button. 


You will receive a call from us and you have to press number 1 to continue. 


Error code 4055-IWL/No transaction generated/Send 
Inform the sender: 


| do apologize for the inconvenience, your activity was reviewed internally and MoneyGram decided to deny its services. You 
should stop attempting to transact as all further transactions will be rejected. There is no more information we can provide. 


4055-FS/RF6/FS/Receive 


Inform the sender: 


| am sorry for the inconvenience, your transaction was sent to a risky destination and many consumers have complained being 
victim of scam by sending to this area. 

If a consumer is sure they know their recipient: We recommend your receiver to enter the valid data upon receive attempt for the 
successful completing of their future transactions. (There is no more information we can provide to the customer at this point). 


GA/GR hold-Send or Receive 


Please let me inform you that your transaction was cancelled because it met one of the limits imposed by MoneyGram 
International or country regulations. 


If you believe you have not met these limits as you are aware of them, you are free to attempt to transact the following week 
(and every consecutive week, whenever they are being repeatedly rejected). 


When customer doesn't know the error code and no transaction was generated 


Inform the customer: 

Your transaction could have been rejected for various reasons that we are not able to recognize without you knowing the error 
code. 

You can attempt to transact the following week; if the error persists, you will not likely be able to use MoneyGram services 
anymore as your further transactions attempts will be rejected. 


STOP AT POS 

| understand. Your transaction could have been rejected for various reasons that we are not able to recognize, without knowing the error code. 
You may ask the agent at the location to provide the error code, so that we can provide the exact rejection reason. You should attempt to 
transact the following week; if the error persists, you likely cannot use our services anymore and your further transaction attempts will be 
rejected. My apologies for the inconvenience. 


When customer asks why refund takes so long 


| do understand that you would like to have your money faster, but a refund involves an exchange of information between 3 or 4 
different parties. These parties are usually your bank, our bank, and the payment gateway. Each of them has their own 
mechanism to file the request and map it to the original payment. They need to communicate with each other, and sometimes 
this process is not automated, and requires manual oversight. That is why it can take long. It works like this for many other 
companies making refunds, not only for MoneyGram. 


Partial refund 


Your transaction has been successfully cancelled and the standard time-frame for the refund is within 10 business days. The 
money goes back to the same card. Please be advised you will receive only the face amount without the fees since the 
transaction has been cancelled after 30 minutes of being sent. 

In case of dissatisfied customer 


Thank you for waiting. Your transactions were successfully cancelled and the standard time-frame for the refund is within 10 
business days. The money goes back to the same card. Please keep in mind that Saturdays, Sundays and holidays are not 
considered business days. 


Sorry, | meant: Thank you for waiting. Your transaction has been successfully cancelled and the standard time-frame for the refund is within 
10 business days. The money goes back to the same card. Please be advised you will receive the full amount with the fee included. 


Thank you for waiting. Your transaction has been successfully cancelled and the standard time-frame for the refund was within 10 business 
days. The money went back to the same card. It was cancelled on 10/30/2021, if you had not received the funds, | will recommend you to 
check with a card specialist from your financial institution. 


| do understand that you would like to have your money faster, but a refund involves an exchange of information between 3 or 4 
different parties. These parties are usually your bank, our bank, and the payment gateway. Each of them has their own mechanism to 
file the request and map it to the original payment. They need to communicate with each other, and sometimes this process is not 
automated, and requires manual oversight. That's why it can take long. It works like this for many other companies making refunds, not 
only for MoneyGram. 


| understand you and your receiver have faced issues with the transaction. | suggest you to submit a request to check your transaction 
situation. You need to submit an inquiry via the "Contact Us" link located at the bottom of the page in the option HELP CENTER on the 
MoneyGram website. Your inquiry will be reviewed and you will be contacted within 48 hours. 


PWMB refund 
he refund typically takes 2 - 3 business days. Occasionally, some banks require an additional time and then refund process may take up to 10 
business days. Banking hours, holidays and/or regulatory requirements may affect the deposit date. 


Emphasize with the caller and advise them that: 

Their refund has already been approved and is in transition, 

Refund process involves an exchange of information between a few different parties (their bank, our bank and payment 
gateway), 

Each of these parties has their own contrivances to complete the refund process/request. They need to communicate with each 
other, and sometimes this process is not automated and requires a manual oversight. 

If necessary, use a simplified explanation: 

In fact the refund time-frame is generally between 3 - 10 business days. 

In the best-case scenario, it can take between 2 - 4 business days, depending on your bank. 

Encourage the consumer to wait for the duration of the provided time-frame. 

Amended transactions 


Thank you for waiting. | am glad to inform you that | have amended the receiver's name, you can have the receiver use the same reference 
number and a valid ID to collect the money. You can check the updated name on your transaction history. 


For future reference, please, be informed that you can correct transactions by using the Help Center 
option on our website. Please click on this 


link: https://www.moneygram.com/mgo/us/en/helpcenter select the “Edit Transfer” option, located in 
the middle of the screen, enter the reference number, your last name, your date of birth and the 
receiver's last name, do not forget to confirm that you are the sender and click on “Find Transfer”. 
You will be able to correct the name. 


Please be advised that the correction will not be visible on your MoneyGram online account. The next time you send to this 
receiver, we recommend you to click on the option Send to someone new to enter the correct name. 


ID Amends for MGO transactions 


hank you. However, | am afraid to tell you that we are unable to make the correction for security reasons. If you want to change the details, | 
recommend you to cancel the transaction and resend it. The refund is completed within 10 business days. You have the option to cancel the 
transaction online by going to Transaction Details from your online account. 


| understand. However, | am afraid to tell you that we are unable to change the receiver once the transaction is sent. If 
you want to change the receiver, | recommend you to cancel the transaction and resend it. The refund is completed 
within 10 business days. You have the option to cancel the transaction online by going to Transaction Details from 


your online account. 
Would you like to cancel the transaction by yourself or would you like me to cancel it for you? 


I understand. However, lam afraid to tell you that we are unable to change the receiver once the transaction is 
sent. If you want to change the receiver, | recommend you to get a refund and resend it to the new receiver. 
Would you like me to cancel the transaction for you? 


You will also be able to Refund transactions at 
https://www.moneygram.com/mgo/us/en/helpcenter/selfservice/refund, please add the 
reference number, your last name, date of birth and receiver's last name as listed on the 
receipt, please confirm that you are the sender and click on Find Transfer and check the 
status of them without the need to contact MoneyGram Call Center. 


ID amends on transactions sent from the store 


I am sorry, but for security purposes, we are not able to change the name of the receiver. | recommend you to go to a 
MoneyGram location with your valid ID and reference number to have a refund. Then, you can send a new transaction with the 
correct name. 


Do you have a valid ID to get your money back? 
Will you go to the same location where you sent the money from to get the refund? 


State amend 

| can see that we are absolutely able to change the receiver's state, but this process would involve for 
us to send you a one-time security code to your phone. Do you have the same phone number listed 
on the transaction at this moment? If so, would you be willing to receive the one-time security code? 
That is great! In that case, please contact our Customer Service line at 1 800 926 9400 or 1 800 922 
7146. They will carry out the process with you as we are unable to send the code via Chat Session for 
security purposes. 


How to delete card from online account 


To delete or edit the cards, please log into your MoneyGram online account and click on the View profile info. Then, please go to 
the Payment Method tab. 


General Decline Status (Error 530) 


| really apologize, but your transaction didn't go through because your financial institution declined your card. Please contact 
your bank to remove the block on the card or you can use a different credit or debit card. And then resend the transaction. 


Thank you for waiting. | really apologize, but your transfer is being rejected because your financial institution declined your card. Please 
contact your bank to remove the block on the card or you can use a different credit or debit card. And then try again. 

Thank you for waiting. We attempted to authorize the card, but it was rejected or blocked by your financial institution. To use this card, 
you'll need to contact the number on the back of your card and speak with either a supervisor or someone in the security department 
to have the block removed. Once you have spoken with them, go ahead and try to add it again. You may also use another card if you 
do not wish to contact your financial institution. 


PWMB - getSignature requested 

Thank you for waiting. | was verifying the details and we can see that your online bank account is not connecting with our system when you 
are trying to make the transaction. It might be due to a server communication which means it might be due to a low internet connection. | 
would advise you to use a different internet network connection or use a different payment method. My sincere apologies for the 
inconvenience. 


Thank you, it seems you have a server communication problem. Therefore, | suggest you to use a different network, if possible. For example, 
you can try with your mobile data. If you are still receiving the same error you will need to use a different payment method to complete a 
transfer. 


FD500 Issue 

Thank you for waiting. | have checked your information, and | am afraid the error | found is a known issue and it has been 
reported. We are working on getting it resolved. My sincere apologies on behalf of the company. My advice for you is to try 
within a couple of hours, or as an alternative, you can send the transaction from a MoneyGram store location with cash. 


Customer unable to link/use CC/DC 

Thank you for waiting. It seems we are having a technical issue by adding the payment method to the account. We are working on getting it 
resolved. My sincere apologies on behalf of the company. My advice for you is to try within a couple of hours, or as an alternative, you can 
send the transaction from a MoneyGram store location with cash. 


Insufficient funds (Error 302) 


| really apologize, but your transaction was declined by your financial institution due to insufficient funds. We recommend you to 
contact your financial institution or use a different card. 


Transaction delay 


| apologize for the delay. While transactions are typically available within minutes, it can take longer depending on current 
volumes. It appears that your transaction should be processed within the next XX minutes. 


Transaction in Approved Status/Agent connect error 


| apologize for the inconvenience, we were unable to process your transaction. We will not be collecting the funds that were 
authorized. The authorization will drop off on your account within the next 72 hours. 


Why is that error? 


| truly apologize, but we don't have further information about this error. You can try sending the transaction again; however, | 
cannot assure if it will go through. 


Sending with PWMB 


Thank you for waiting. You have the option to add an online bank account by selecting Bank Account as your payment option 
while processing a transaction. When you choose to pay with checking/bank account, you need to select your bank from the 
list and then you need to login to the online banking profile to send the transaction. Later on, the bank account will be listed 
as one of your payment methods. 


When you choose to pay with checking account, you need to select your bank from the list and then you need to login to the 
online banking profile to send the transaction. 

Thank you for waiting. | can see that your transaction is still in process. Please be advised; whenever you pay with your 
online bank account the transaction takes from 3 to 4 business days to be completed 


My sincere apologies. Your transaction will be completed today during the day or tomorrow as deadline. Once it is completed, 
you will get the 8 digits reference number through your email. 


When you select bank account, you will see "Transfers made with online bank accounts will take 3 to 4 business days to process’. 
Thank you. May | know if you paid using your online bank account? 


Thank you for waiting, XXXXXX. We offer a same day service when paying with credit or with debit card (Visa or MasterCard). The service with 
bank account takes 3 to 4 business days and the reference number will be generated within that time-frame. Your transfer was submitted 
using the 3 to 4 business days service and you will receive a confirmation email once it has been completed. The 9 digits authorization 
number is used for tracking purposes only. The actual reference number is 8 digits long. For future reference, information regarding 
processing time is visible under all payment methods. Also, it provides you with the exact date it is going to be completed. And, if you need to 
process faster transactions, | will suggest you to use a debit or credit card. It must be Visa or MasterCard. 


Thank you for waiting. | can see that your transaction is still in process. Please be advised; whenever you pay with your online bank account 
the transaction takes from 3 to 4 business days to be completed. Your transaction will be completed today during the day as deadline. Once it 
is completed, you will get the 8 digits reference number through your email. Keep in mind that the business days do not include weekends and 
holidays. 

For future references if you want a transaction to be processed faster, you have the option to use a debit or credit card as payment method. 
When you use a debit or credit card, the transaction is processed in minutes. 


AIP: However, for this specific transaction, you need to wait from 2 to 3 business days more from now. 
| have checked your transactions, and they are being processed. Transactions sent with bank account will take 3 to 4 business 


days to be processed and generate the reference number. Please keep in mind that Saturdays, Sundays and holidays are not 
considered business days. Once they are processed, you will receive a confirmation email with 8 digit reference numbers. 


My apologies for the inconvenience. When the transaction is processed, the receiver will be able to collect the funds within minutes, however, 
the processing time will depend on the payment method. The option to pay with bank accounts has changed due to new updates. MoneyGram 
will process your transactions, but it may take up to 4 business days for the system to generate a reference number. 


The option to pay with bank accounts has changed due to new updates. MoneyGram will process your transactions, but it may 
take up to 4 business days for the system to generate a reference number. 


| can see the transaction is still being processed. Transactions that are paid using a bank account take 3 to 4 business days to be 
completed. Please be aware that we do not include weekends or holidays. 
You will receive the reference number today or tomorrow. 


WHY? 


This was a business decision based on extensive market research and cost analysis. You will be advised about the processing 
time before you complete your transaction. 


Just for future reference, if you need to process faster transactions, | will suggest you to use a debit or credit card. It must be Visa 
or MasterCard. 


Your credit card company may charge a cash advance fee and interest charges. 


PWMB REFUND 
The refund typically takes 2 - 3 business days when it comes to bank account paid transactions. 


Occasionally, some banks require an additional time and then the refund process may take up to 10 business days. 
Keep in mind that, Banking hours, holidays and/or regulatory requirements may affect the deposit date. 


VOIDED PWMB: MoneyGram did not collect the funds from your account, to get further assistance, you can check with 
your bank. 


Mobile Wallet 

In order to send money using the mobile wallet option, receivers need to have an active mobile wallet account with 
MTN, Vodafone or Tigo/Airtel. It is required that the phone number you provide is registered for the type of service 

(Mobile Wallet). So, if the number is not registered, | am afraid the transaction won't be possible. You can still send 
money as cash pick up. 


When customer asks how long will the transaction take to be received? 

Money is typically ready for pick up within 10 minutes after the transfer has been sent successfully. 

When customer wants to know the time frame for the transaction to be processed 

The transaction usually takes from 10 minutes up to 1 hour to be processed. Once the transaction is successfully sent, you are 
going to receive two emails, one containing the authorization number which is only used for tracking purposes, and another email 
containing the reference which is the one that the receiver will use to collect the funds. 


When a transaction is declined due to AVS-N 


| am sorry, your transaction didn't go through because your home and billing address didn't match. | would recommend you to 
contact your bank to update your billing address, re link your credit card and resubmit your transaction. 


Thank you so much for waiting. | am sorry, we can see in our system a note indicating that your home and billing address are not matching. | 
would recommend you to contact your bank to check your billing address, re link your card and try again. 


Questions to ask to determine AVS-N 

What are the last 4 digits of the card you are trying to use? 

Could you please tell me how the name appears on the front of the card you are using today? 

If customer’s name appears on the card: What is the billing address for this card? 

The address we have does not appear to match the billing address your card company has on record. 

It is possible your bank/financial institution may be using a different billing address from the one you provided to us on your 
MoneyGram Profile. 

We recommend you to contact your bank to verify the address they have on record. Then, you can update it on your MoneyGram 
online profile. After that, you can delete your card and re link it. 

You can update your billing address by going to View profile info>Personal Information from your online account. 


If customer's name DOESN'T appear on the card: In order to send a transaction online, you must use a credit card with your 
own name. We will not be able to send this transaction. We are very sorry for this inconvenience. 


Please let me inform you that due to Terms and Conditions, it is not allowed to use someone else's card to send online. We 
recommend you to use a personal payment method to send your transactions from now on. 


When customer asks if they can add a TQ&A to the transaction 


Since we are regulated by local laws/regulations and compliance requirements, we are required to pay out with a valid photo ID. 
We are not able to add a test question and answer, | am really sorry. 


If your receiver does not have a valid photo ID, you may have the option to send your money transfer to a close relative or family 
member known by you both who may have a valid photo ID. 


We used to have an option to add a Security question to payout. 
However, due to new Security implementations, your receiver requires having a valid photo ID to receive your funds correctly. 
When a customer asks why certain billers don't accept payments online 


Many billers have decided not to accept payments sent online due different reasons. Unfortunately, they usually don't share 
these reasons with us. 


When a certain company is not payable online 


I am sorry, this company does not accept payments online. However, you can still make your bill payment from one of our 
MoneyGram locations using cash. Would you like me to find a location for you? 


Correct format to send to a correctional 


The account number is a valid eight-digit inmate register number followed immediately by inmate’s last name. (Entered all as 
one word, with no spaces or dashes) 
In the account number field you will enter the eight-digit inmate register number followed immediately by inmate’s last name. 


EP transactions showing in Transit status 


I am sorry, transactions sent to a company will show in Transit even though they were already completed, but if you want to 
double check that the payment was received by your company, you can contact them to verify the posting time. 


How do | know if the company received my online payment? 


Notification of payment will be made available to your billing company after your transaction has been approved and processed 
by MoneyGram. You can log in to your MoneyGram online account and check the status of your payment. 


You may also call the company you paid, give them the reference number and verify that the funds have been posted to your 
account. If there is an issue with your payment information, you will be notified via email. 


When company does not accept online payments 


Thank you. However, I'm afraid to tell you that this company does not accept online payments. You can still send it from a MoneyGram 
location with cash. 


How to make Express Payments 


Please let me tell you that while some companies can be paid online, others only accept payments from the store. 
In order to process your request, we need to know if this company is payable Online or through our MoneyGram agent locations. 
Please, follow me to verify this information. 


Please click on the option Pay Bills on the MoneyGram home page. 

Then, please enter the name of the company or receive code on the search field. 
If the company is payable with MoneyGram, it will be listed. 

Then, please enter the send amount. 

After that, click on Pay this biller. 

Then, please select your payment method option. 

Click on Next. 

In the Biller Account Number field, please enter your company account number. 
After that, you will be asked to enter your payment method information. 
Finally, you will pass through the Fraud Protection. 

Then, you can click on Review and Send to submit your transaction. 


When a customer is using the online service outside of authorized countries 

Please let me advise you that the online service is only offered in Australia, Austria, Belgium, Bulgaria, Canada, Croatia, Czech 
Republic, Greece, Denmark, Estonia, Finland, France, Germany, Hungary, Ireland, Italy, Latvia, Lithuania, Malta, Netherlands, New 
Zealand, Norway, Poland, Portugal, Romania, Slovakia, Spain, Sweden, Switzerland, the United Kingdom and the United States. | 
am really sorry, but we don't offer the online service in your country. 


You can still go to a MoneyGram location with your valid ID and cash to pay for the transfer. Would you like me to find a location 
for you? 


When sending from a country that is part of the Unites States such as Puerto Rico 


Although Puerto Rico is considered a US territory, due to industry regulations, in terms of money transfer destinations, the 
system treats it as a separate country. 


When customer asks why we need their DOB and the last 4 digits of the SSN 

As an Identity Theft protection measure, MoneyGram uses this information to verify your identity through a background public 
records search. 

| wish | could do more for you, but the system is asking to verify some pieces of information regarding this profile. 


Payment method information 


You have the option to send money online using a credit or debit card, Visa or MasterCard, and bank account. You also have the 
option to send money from a MoneyGram location using cash. 


| am sorry, we only accept Visa and MasterCard. 
When adding a new payment method online, which address to | need to use? 


You need to use the billing address associated with the bank account or card you are using to pay. MoneyGram currently allows 
only one billing address on file. This address will be associated with all your payment methods. 


To update your address, log in to your MoneyGram online account and visit the ‘Payment Methods’ section. 
What is MoneyGram Plus Program? 
The MoneyGram Plus Program is a convenient program in which you can check your transaction history for one year, and you can 


receive a notification email when your receiver collects the funds. With the MoneyGram Plus program, you also save time sending 
your transactions because your information is stored in the system, and you may receive promotions and offers. 


Can | send money online with my MG Plus account? 


Yes. If you log in using your MoneyGram Plus account credentials, you will be prompted to provide additional information in order 
to send money. After you provide this information, you can send money online with your MoneyGram Plus account. 


MoneyGram Plus Information 


Please let me inform you that you can either enroll on the MoneyGram Plus program at agent locations or online via MGO or 
mobile app. After logging into the MoneyGram website, you will have access to the following Plus Rewards details via Loyalty 
Dashboard: 

Member number 

Enrollment date 

Rewards accrual progression 

Rewards history 


UK PO 

UK Post no longer issues physical Plus cards to new members. You now receive digital Plus Rewards cards. 

All previous Plus Members who have transacted since April 2018, have been automatically migrated to the new Plus Rewards 
Program during its launch. 


MoneyGram Plus benefits 


You can get receive fee redemption discounts. 
You can also receive e-mail and/or SMS notifications with the following information: 
Confirming their transaction is sent, picked up or put on hold - see Customer Profiles and Notifications for details 
Showing a reward status 
Detailing program updates 
Containing personalized offers 
You can also view their sent transactions using their Loyalty ID. 


MoneyGram Plus Rewards 


You will get a 20% off fee as a "welcome gift" discount while sending your first transaction, and it applies to your second sent 
transaction. It is valid for 60 days. 


You can also earn a 40% off fee discount while sending your fifth transaction, and it applies to your sixth sent transaction. It 
applies to all Person-to-Person transactions (online or in-person) and is valid for 90 days. 


You can earn discounts by enrolling to MoneyGram Rewards program. After your first transaction as a member, you will earn an automatic 
20% discount-welcome-gift on fees for your 2nd transaction performed within 60 days. You will be notified of the discount and expiration date 
via email. After every five transaction as a member, you will earn an automatic 40% off the fees on your 6th transaction performed online or 
from our stores. 


You will earn automatic discount gift on fees. Discounts can be used on person to person transactions only. It will be applied automatically 
when sending online or from our stores, as long as you use your MoneyGram rewards member or phone number. 


What to say when customer is buying online 


If you are sending this transaction to pay for merchandise offered on the Internet, MoneyGram strongly suggests that you do not 
send your money via a wire transfer. 

We suggest you use a known Internet escrow service as it is set up to handle this type of business transaction. 

MoneyGram cannot guarantee that you will receive your merchandise. 

We have no control over any agreements between you and your receiver. 

Our service is merely a vehicle sending your money from point A to point B 

MoneyGram is not responsible for refunding any of your money should it be received by anyone who satisfies MoneyGram's ID 
requirements, regardless of his or her physical location. 

Advise the customer that MoneyGram cannot recover your money once it is received. 


Sending to Stranger 

Why do you need to know about my relationship with the receiver? 

Our goal is to provide the best possible customer service. We need to verify the receiver in order to ensure that the money is 
delivered to the right person. By providing us with the following information, you can help us make the funds available to the 
receiver as quickly as possible. 

Why can't you complete my transaction? 

For your protection, MoneyGram does not permit the sending of funds to an unknown receiver. 

Why not, it’s my money, it shouldn’t matter to you if I know them or not! 

Sending a money transfer to an unknown receiver increases your risk for becoming a victim of fraud. 

MoneyGram is unable to ensure that your receiver uses the funds for the intended purpose communicated to you and 
MoneyGram is unable to refund any portion of your money once it has been paid to your receiver. 


Educating customer and providing Victim's Resources 


For future reference, to prevent uncomfortable situations like this, we encourage you to be extremely careful when sending wire 
transfers to pay for good or services, specially, if you have not met your receiver in person, before. 


We highly recommend you to use Escrow companies, such as Pay-Pal, to secure your money transfer investment. 


Since we are conscious about how these situations may impact our customers in a negative way, we invite you to review some 
websites. 


These websites are specially designed to informing, educating and aiming our customers with the knowledge to detect and 
prevent future possible scams. 


Some of these websites are: 


www.fraud.org 

www.fakechecks.org (also applies to fake money orders and official checks) 
http://www.lookstoogoodtobetrue.com 
http://www.aarp.org/money/scams-fraud 

https://www.consumer.ftc.gov 


Please, take the time to review this information. I'm confident you will find this very useful and rewarding. 
Don't forget to make a formal report with your police department. 

Thank you so much for help us stopping this perpetrator take advantage of other customers. 

Updating email 


| understand. l'm afraid to tell you the email address can't be changed on the account. However, we can close the account. Then, 
you can create a new account under a different personal email address. Would you like me to close the account? 


| am sorry, we are unable to update the email address on the account. However, we can close the account. Then, you can create 
a new account with the correct email address. Are you ok with this? 


| have closed your online account. You will receive a confirmation email in 24 hours. 
Multiple profiles 


| see you have another online account active. Due to terms and conditions, you can only have one online account active. We will 
need to close one. Which one would you like me to close? 


When customer asks if the bank account deposit service is available in the United States. 

I am sorry, please let me inform you that we don't offer the bank account deposit service in the United States. However, we offer 
the 10 minutes service, which means that the receiver can go to a MoneyGram location to collect the funds with the reference 
number and a valid ID. We also have the Visa and MasterCard debit card deposit service which is only available online when 
sending from online US to US. 

How to become a MoneyGram Agent 


Thank you for your interest in applying and be part of our MoneyGram transfer services. 
In order to initiate the first steps to become and agent, you will need to fill out a "Become an Agent" form. 


Please, follow my instructions to get this form online. Please scroll down and go to the bottom of our MoneyGram website. 

On the right-hand corner click "Become an Agent" link. (Located under corporate section) 

You will need to fill out this online and submit it online. You should be contacted between 10 to 14 days from the day when this 
form is submitted. 


Browser Issues 


-Could you please provide the error message you received while trying to process your transaction? 

- | was reviewing the information in your profile and | can see it is active, and there are no errors on our end that could 
prevent you from sending money. 

- Can you please tell me what kind of device and Internet browser are you using? 

- It is possible that you are experiencing a browser issue. 

- Please follow basic troubleshooting steps. That includes: trying again from another Internet browser, clearing 
cookies, or use a different device such as a mobile. Also, you can use the Internet browser using the Incognito mode or 
use another device or network available. 

- If you are still facing the same issue, please send us an email to MGOEscalations@moneygram.com, including: 
description of the error, stage at which the error appears and screenshots. 

- Please be advised one of our specialist will review the issue and work on a resolution. The resolution time frame this 
team has is a few days or weeks depending on the complexity of the issue. 

- I’m sorry about the issues you are facing on the website. For best experience, please download our app with 4.8 stars 
to your iPhone or Android device. 

-This update is merely related to the application. 

-There is an ongoing technical issue with the application. 


Thank you for waiting. | was reviewing the information in your profile and | can see it is active, and there are no errors on our end that could 
prevent you from sending money. It is possible that you are experiencing a browser issue. Please follow basic troubleshooting steps. That 
includes: closing the app and launch or get into your Apps Store or Google Play, and confirm if you are using the last version of the app, and if 
you need updates, please download it. Also, you can use another device or connection available and try to logging into the MoneyGram 
website. 


Troubleshooting>Website (PC/Mobile) 


Are you using a supported browser such as: Chrome, Internet Explorer, Firefox or Safari? 

Could you please open or log into your MoneyGram online account using a different browser than the one you are using at this 
moment? You can either use Chrome, Internet Explorer, Firefox or Safari. 

Could you please clear the cache or browsing history? 

Could you please open the site in a private or incognito window? 


Could you please try to use a different device? 
If all of the above points fail to solve the issue: 


Could you please provide me the error you see and at which stage? 

Could you please send screenshots to MGOEscalations@moneygram.com? 

Our IT department will review the issue and work on the resolution. 

I’m sorry about the issues you are facing on the website. For the best experience, please download our app with 4.8 stars 
to your iPhone or Android device. 


Private browsing steps: 
Chrome 


At the top right, click the “More” icon and “New Incognito Window”. 
New window will appear; “Incognito” icon will be visible in the top corner. 


Internet Explorer 


At the top right, click the “Settings” icon. 

Choose “Safety”. 

Select “InPrivate Browsing” or press Ctrl+Shift+P on your keyboard. 

IE will indicate is in an InPrivate mode by the blue box next to the location bar, that will also bear the label "InPrivate". 


Firefox 


Click the “Menu” button. 
Click “New Private Window”. 
Private Browsing home page will open in a new window. 


Safari 


In the Safari app on your Mac, choose “File”. 
Click “New Private Window” or switch to a Safari window that is already using Private Browsing (this is indicated by a dark “Smart 
Search” field with white text) 


Troubleshooting>Native App 

APP 

- If you are using the app, please close the app and launch or get into your Apps Store or Google Play, and confirm if 
you are using the last version of the app, and if you need updates, please download it. Also, you can use another 
device or connection available and try to logging into the MoneyGram website. 

- If you are still facing the same issue, please send us an email to MGOEscalations@moneygram.com, including: 
description of the error, stage at which the error appears and screenshots. 


- Please be advised one of our specialist will review the issue and work on a resolution. 


UN FRA 


Advise the customer to close the app and launch it again. 
Advise them to Update App to the latest version, or delete an existing app and download it again. 
If the customer has other device or connection available, e.g. another computer, wireless network or cellular data, advise them 
to use it to try opening/logging into the site. 
In case the customer has issues while trying to launch the app from the screen icon, instruct them to instead launch it from App 
Store or Play Store, as applicable. 
If all of the above points fail to solve the issue, advise the customer to send an e-mail to MGOEscalations@moneygram.com, 
including: 

e Description of the error they see, 

e Stage at which the error appears, 

e Screenshots (underline it is very important). 
Advise them that our IT will review the issue and work on the resolution. 


Updating native app 


Android>Manual update 


Open the Google Play Store app. 

Click the Menu icon and My apps&games. 

Apps with an available update are labeled “Update”; you can also search for a specific app. 
Press Update. 


10S>Manual update 


Open App Store and press Today at the bottom. 

Click your profile icon at the top. 

Scroll down to see pending updates and release notes. 

Press Update next to the app to update only that app, or press Update All to update all the apps. 


Instructions to clear the cookies 


Press Ctrl+Shift+Delete at the same time to delete the cookies. 


In order to delete the cookies, you need to: 


For Internet Explorer 8.x - Windows 


From IE, go to Tools > Internet Options. 


Click on the General tab and Delete button. 
Select Cookies. 

Click Yes. 

Click OK. 


For Internet Explorer-MAC 


If Classic OS (operating system) machine, go to Edit>Preferences 
If OS X, go to Explorer>Preferences 


Expand the Receiving Files option on the left, if not already expanded. 

Click Cookies. 

In the box that displays all the existing cookies on the machine, click on one of them to select it and press "Command-A" to select 
all 

Click Delete. 

Click OK. 


For Google Chrome 
Option 1 


Click the Chrome menu on the browser toolbar. 
Select Tools. 

Select Clear Browsing Data. 

Check each item to be cleared. 

Select beginning of time to delete all the cookies. 
Click the Clear Browsing Data button. 


Option 2 


Click the Chrome menu on the browser toolbar. 

Select Settings. 

Select Show Advance Settings. 

In the “Privacy” section, click the Content setting button. 
In the Cookies section, click all cookies and site data. 
Click Remove All. 


For Safari 
Open Safari and click on Safari and then Preferences. 


Click Privacy. 
Click Details. 


Click on Remove All. 


Safari shortcut: press "Option+Command+E" at the same time. This may or may not work depending on the version and device 
used. 


For Firefox 


Open Firefox on the right top hand corner for the menu select History. 

Select "Clear Recent History". 

Make sure details are expanded and select cookies and any other items to be removed. 
On the "Time range to clear" select "Everything". 

Click Clear Now. 


Mobile devices 

For Safari (lOS- IPad) 

Select Settings. 

Select Safari on the left side of the screen. 
Select Clear Cookies and Data. 

Select Confirm. 

For Safari (IOS-IPhone) 

Select Settings. 

Select Safari. 

Select Clear Cookies. 

Select Confirm. 

For Chrome (Android) 

Option 1 

Click the menu icon on the browser toolbar. 
Select Settings. 

Select Privacy and Security. 

Select the Clear Browsing Data button. 
Select Clear all cookies data and OK on the Delete all Cookies pop-up. 
Option 2 


Click the menu icon on the browser toolbar. 


Select Settings. 

Select Advanced. 

Select Advanced Privacy. 

Select Clear Browsing History in the upper right corner or bottom of the screen. 

Select the check box next to the data you want to clear (clear cookies and empty cache) and click Touch Clear. 


When customer asks what is browser 


Browser cookies are your browser's record of the websites you have visited. When you delete them, you make your browser 
access pages as if it were the first time. This sometimes helps you access websites with greater ease. 


When customer is trying to send from a receive-only country. 


We do offer money transfer services to receive money in India. 

However, since India is a receive-only country, money transfers from India to other countries are not allowed due to 
governmental and financial laws and regulations. 

We do apologize for this inconvenience. 


Acceptable IDs to upload online 


These are the acceptable IDs you can upload from Germany: International passport (one side) and EU National Identity Card 
(two sides). 

These are the acceptable IDs you can upload from UK: International passports (one side), EU National Identity Card (two sides) 
and UK driver's license (two sides). 

These are the acceptable IDs you can upload from US: Driver's license (two sides), Passport (one side) and State ID (two sides). 
These are the acceptable IDs you can upload from Spain: International passports (one side), EU National Identity Card (two 
sides) and ES resident permit (two sides). 

These are the acceptable IDs you can upload from France: International passports (one side), EU National Identity Card (two 
sides), FR driver's license (one side) and FR resident permit (two sides). 

These are the acceptable IDs you can upload from Australia: International passports (one side), Australian Proof of Age Card 
(two sides) and Australian driver's license (two sides). 

These are the acceptable IDs you can upload from France Canada: International passports (one side) and Driver's license (two 
sides). 

Other EU sites: International passports and EU ID. 


Instructions to upload ID on the MG website 


We recommend you to take the picture of your valid ID with a mobile device. Please make sure you upload a color image of your 
ID. To avoid any issues, follow these guidelines: 


Please make sure your ID is on a plain background. 


If you are holding your ID, ensure you don't cover the text or image with your fingers. 

The text and ID image must be clear and free of dirt or smudges. 

There should be no light reflections on the document. 

KYC FAIL 

Thank you for waiting. | was verifying the details and | can see your account was closed since the system is requesting your valid ID for 
verification purposes. 

Thank you for waiting. My apologies, the account has been closed and it is not permitting the access. We can follow the reactivation process 


on your profile. In this case, you will need to click on “Forgot Password” option then login to your account, after that you will be prompted to 
upload a picture of your valid ID which will take up to 30 minutes to enable your account, afterwards, you will be able to start sending money. 


Gracias por su espera. Su cuenta no está activa porque su identidad no pudo ser verficada con la información que ingresó a crear su cuenta. 
Activaré su cuenta y se le pedirá que suba su identificación. Un momento por favor. 


Gracias por esperar. Ya puede ingresar a su cuenta y subir su identificación. Por otro lado, también deberá restablecer su contraseña haciendo 
clic en el enlace "Olvidé mi contraseña". Después de eso, el sistema requiere que cargue su identificación válida para fines de verificación. 
ome una foto de su identificación válida usando un dispositivo móvil como un teléfono celular o una tableta. También puede usar una 
cámara. Cuando vuelvas a iniciar sesión, verá la opción de adjuntar su ID. 


Asegúrese de que su identificación esté en un fondo liso, Si tiene su identificación, asegúrese de no cubrir el texto o la imagen con los dedos, 


Asegúrese de que el texto y la imagen de la identificación estén claros y libres de suciedad y manchas. Asegúrese de que no haya reflejos de 
luz en la identificación. 


RESET PASSWORD 
| need you to click on the option that says Log in. Then, type your email address and click on Forgot my Password, you will be receiving a 
security code to create a new password. 


ID pending 
The system requires you to upload your valid ID for verification purposes. Please take a picture of your valid ID using a mobile 


device such as a cellphone or tablet. You can also use a camera. When you log back in, you will see the option to attach your 
IBROn the other hand, you will need to also reset your password by clicking on the "Forgot Password" link. 


You will see an option that says, "You're almost done". 


From time to time, you may be asked to upload an ID. It's part of our verification measures. MoneyGram needs to comply with a high number 
of internal and external regulations. As a result, any transaction sent with our service is subject to review and might not be processed. Upload 
a color image of your ID. To avoid any issues, proceed as follows: 


Make sure your ID is on a plain background, 

If holding your ID, ensure you do not cover the text or image with your fingers, 
Make sure the ID text and image are clear and free of any dirt and smudges, 
Make sure there are no light reflections on ID. 


The ID verification takes up to 30 minutes. Once verified, you will receive a confirmation email. Once your ID is verified, you will 
be able to resend the transaction. 


| do apologize, please let me inform you that we are still verifying your ID. Please wait from 2 to 4 hours to receive a resolution. 
OCR pending 


| do apologize, your transaction will be cancelled, and you will not be charged. Please try to login in 2 to 4 hours, then please 
clear the cookies and try to resubmit your transaction. 


| have checked your transaction, and it is still processing. We need to wait for the ID verification which takes up to 30 minutes. 
When your ID is successfully approved, the transaction will be processed as well. You will receive a confirmation 
Email. 


OTP 

Thank you for waiting. | can see the system is trying to send the code to the phone number registered on the account. I'm afraid to tell you 
without this code, the transaction will not be sent. You may go ahead and try to complete your transaction once again and make sure you 
check your mobile device to see if the code is received. | would recommend you to check your account from the website, 
www.moneygram.com, | would advise you to check your profile information to verify if you have the option to receive text messages and 
notifications from MoneyGram and try to send the transaction from the website. 


MITEK Instructions 


The system will ask you to upload you ID and it will take from 1 to 30 minutes to verify the ID. 
Once the system verifies the ID, you will receive an email with the outcome of the verification process. 


MITEK denied 


| am sorry, your online account was closed because we couldn't verify your ID. We just reactivated it. Please log back in so you 
are prompted to upload your valid ID again. 

| am sorry, your transaction was declined because we were unable to verify your ID. We just reactivated your online account. 
Please log back in so you can upload your valid ID again. 

These are the types of ID's you can upload: US passport, State ID and Driver's license. 


ID scan 


Thank you so much. We need to validate your identity so the transaction can be released. Please use this link to upload a picture of your valid 
ID: www.id.moneygram.com. You can use the following instructions: You will need to select “I am sending money”. Then, you will need to 
enter your last name, reference number and email. After that, you will need to agree with the Terms of Use and Privacy Statement. You can 
use the following guidelines to upload your ID: 

Please make sure your ID is on a plain background. 

If you are holding your ID, ensure you don't cover the text or image with your fingers. 

The text and ID image must be clear and free of dirt or smudges. 

There should be no light reflections on the document. 

Once you upload your ID, you will need to wait for the email with the outcome of the verification process. 

If the ID is verified successfully, your receiver can collect the funds after that. 

If you did not get an email, it means the Id was not successfully uploaded. 


When customer asks to delete MGO profile but: 

«Transaction was initiated and the profile is not tainted 

¢Transaction was initiated and the profile is tainted 

«No transaction history and the profile is tainted 

Provided the following script: 

Unfortunately, we are unable to delete your profile as we are legally obliged to comply with regulatory requirements. | can close 
your profile and opt you out from receiving notifications. You will receive e-mail from MoneyGram Online with confirmation your 
profile has been closed. 


If the customer insists on deleting their profile and asks for the MGI's e-mail address: 
| will send the request to delete your online profile to the proper department. You will receive a confirmation in 14 business days. 


When customer provides his/her password 
Your password is highly confidential and should not be shared with any other party. 
When customer requests a refund for an Express Payment in REC status 


MoneyGram has delivered your payment to the biller that you want to cancel this payment. Please contact the biller to have the 
transaction rejected, so we can process your refund. 


Pay with Cash at location 


If you selected the option: Pay with cash at location, it means that you initiate the transaction online, and then you have to go to 
a location to pay in cash. 


If you needed to send with credit or debit card, | recommend you to send a new transaction and select the desired option. 


Please let me inform you that there is no need to cancel the transaction since it will automatically expire in 24 hours. 
30 day rolling period explanation 
Every time you send money, after 30 days, our system will automatically give back to your account limit the amount you sent. 


For example, let suppose you sent $1,000 today. Our system will show in your account a remaining sending balance of $ 9000. 
Right? 


Then, let say you want to send $ 9000 tomorrow. Your remaining sending balance would be $0 at that moment. But, you want to 
send another $100 the day after tomorrow. That's when our system will not allow you to continue. 


Why? 


Because, in order to be eligible to send this $100, you will need to wait 30 calendar days from the day you initiated your $1,000 
transaction, so our system automatically releases those $1,000 for you to send these $100. 


If customer asks why he cannot send using a certain type of device 
Sometimes, mobile devices have security firewalls to protect your information. 
Visa debit card deposit service as first option 


Now, some options have changed in the section Receive method. The Visa debit card deposit service will appear as first option, 
then you will have the Cash pickup option. | recommend you to start a new transaction and select the desired option. 


Select a Payment option and Select a Receive Method 


Please return to the MoneyGram home page and look at the "Select Payment Option", that is how you are paying. Under the 
country and amount, you will have the area: "Select a Receive Method" where you have a bullet to choose for your receiver either 
for cash pickup, Visa debit card deposit or Fastsend. 


FastSend service 


Sender: MoneyGram FastSend is a new service that allows you to send money to a mobile number in minutes to be received 
through the recipient's Visa Debit card. Before sending, you need to ask your receiver if they have a Visa debit card. If they don't 
have one, please select a different receive method. You need to provide us with your receiver's legal first and last name and 
mobile phone number. Be sure to enter the correct legal name for your receiver. If not, they won't be able to deposit the money. 


After you complete the transaction, your receiver will receive a text message from us letting them know the money is ready for 
deposit. They will have to log into the website or app, enter their Visa debit card number and receive the transfer. 


Receiver: If your sender chose the FastSend service as receive option, you need to create a MoneyGram online account using the 
same mobile number entered on the transfer the sender completed. Once the profile is created, you will be able 


Transaction Receive Problem Solving 


Do you know what was the receiver told at the location? 

May | please know if the receiver has a valid photo ID? 

May | please have the receiver's name as it exactly appears on the transaction? 

May | please know if the receiver's name on the transaction matches with the name on the receiver's valid 1D? 
May | please have the destination country? 

May | please know if you used the cash pickup service? 

Thank you. Have you tried to pick up the money in a different location? 

May | please know if the agent at the store received any error code or error message? 

May | please know if the agent at the store provided any error code or error message to your receiver? 


| have checked all the details on the transaction and everything is ok, and the transaction is available for pickup. | can help you 
find a different MoneyGram location where the receiver can collect the funds. If the issue persists, please advise the receiving 
agent to contact MoneyGram from their designated line. 


| have checked all the details on the transaction and everything is ok, and the transaction is available for pickup. | can help you 
find a different MoneyGram location where the receiver can collect the funds. If the issue persists, please advise the receiver to 
go back to the store and have the agent call us from their designated line. | truly understand your concern and | apologize. 
Thank you. | have checked all the details on the transaction and everything is fine. You can have the receiver try to pick up the funds without 
any inconvenience. She can try in a different location. If any issue, please advise the receiving agent to contact MoneyGram from their 
designated line. 

Why didn't anyone call me to inform me about this situation? 

I am very sorry for this situation. Unfortunately, it is not possible for us to contact directly every customer whose transaction 
went under review. | understand that this is inconvenient for you, but we are currently working on new solutions to improve the 
way we can serve our customers. 

Business cards 


I am sorry, please let me inform you that we don't accept business cards. We recommend you to use a personal payment 
method. 


Sending Anonymously 


Since we need to comply with financial obligations and compliance requirements regarding money origin, anonymous 
transactions are not allowed. 

For this reason, your receiver must know who his/her money transfer sender's name is, since a receiving agent might ask for it, 
before paying out. 


Script to end chat 

| truly understand your concern and | apologize. | have provided you all the information | have for this case. If there are no other 
issues you would like to inquire about we would need to end the chat. 

If the consumer still refuses to end the chat: Unfortunately, | would not be able to provide any additional assistance. We 
would need to end the chat. Thank you for your time. 


Script when customer says chat has been disconnected 


| do apologize, please let me inform you that we don't have the option to disconnect the chat. If there is no response from 
customer's side, the chat will automatically time out after 2.5 minutes. 


Collecting from Russia 


We do offer MoneyGram services in Russia; however, most of the locations only offer the Send service option, only a few offer the 
Receive service option. 


Available countries with Send to Card/FastSend service 


Service is available via MGO US and native app for sends to Czech Republic, Dominican Republic, El Salvador, Greece, Jamaica, 
Lithuania, Malaysia, Nicaragua, Philippines, Poland, Russia, Spain, Sri Lanka, Thailand, US (domestic) and Vietnam. 


Transaction locked to receive location 

Did the receiver try to collect from the same location where he/she first collected at? 

Due to country regulations, the receiver must collect at the same store where he/she first collected at. 

Could you please provide me the relationship with your receiver and the purpose of the transaction? 

Invalid receiver's address 

Please let me inform you that if the receiver's address doesn't have a house number, you need to add a “0” to the front of the 


address to help our system recognize it. Please make sure to abbreviate the address as much as possible as the system will only 
accept a maximum of 30 characters. Please make sure you don't add any commas or periods. 


Expired transaction 


| see your transaction is expired which means the funds are only available for a refund. The funds are not longer available for the 
receiver. We will send the refund request to the proper department. We will receive a response in 3 business days. Once your 
transaction is cancelled, the refund will take from 10 business days and it will get refunded to the same payment source. 


Unauthorized transaction 


| have located the account by the information you have provided and | have blocked all your information from our website. 
How were you notified of the activity, by email? By the bank? Or did you notice the charge on your bank statement? 

What name is on the card? 

Was your card lost or stolen? 

Do you have any idea of whom or how the information was compromised? 

Did you file a police report? 

Do you give consent to release the information to Law Enforcement? 


Advise the customer that: 

We recommend you to contact your financial institution, and if you are looking to obtain further information, you should contact 
your local authorities. Also, if you want to send transactions with MoneyGram, you need to use send from the locations since the 
online services are not going to be available for you. | can help you find one 

Foreign IP Script 

Please let me inform you that due to Terms and Conditions, to use the online service for the first time, you must be physically 
located in the country where the product is offered. We invite you to send your transactions from a MoneyGram location using 
cash. Would you like me to find a location for you? 

MGO pending scripts 


First-time online user 


We need additional information to process your transaction(s). For a first-time online user, we verify each account to ensure the 
actual customer is creating the account, for your protection. We want to make sure this is not a situation that could be a loss to 
you. We have a few more questions regarding your transaction(s). 


Established account 
From time to time, we may request additional information to process a transaction. We want to make sure this is not a situation 
that could be a loss to you. We have a few more questions regarding your transaction(s). 


AVS-N 
We need additional information to process your transaction(s). We do not want to charge your card until we verify the information 
is correct. Can you, please, tell me how the name appears on the front of the card you are making the payment with today? 


If the card is in the customer's name, continue; if you identified a third-party card, refer to Tainting Checklist 
English: How about the billing address? Is it possible your bank/financial institution is using a different billing address 
than the one you provided us on your MoneyGram profile? 


Send to Self 
We need additional information to process your transaction (s). We do not want to charge your card until we verify the 
information is correct. It appears the receiver's name is the same as yours. Is that accurate? 


Potential Scam 

We need additional information to process your transaction(s). We want to make sure that you know the person you are sending 
to, and the situation does not match complaints that have been reported to us by other consumers. We want to make sure this is 
not a situation that could be a loss to you. We have a few more questions regarding your transaction(s). 


MGO referral program 


With the referral program, you need to provide the email address associated with your MoneyGram online account. 

The referrer gets a 50% fee discount on their next transaction and the referee gets a 100% fee discount on their first transaction. 
Restrictions: 

To access the program, you must be logged into your MoneyGram online profile. 

You need to provide the referee's email address. 

You cannot refer the program to an already existing MoneyGram online user. 

You can have 20 outstanding invitations in total. 

The referee has 30 days to accept the invitation before it expires. Once referrer input the referee's e-mail address, system will 
automatically open a default e-mail box for you to send a referral e-mail to your referee. The referrer will get a 50% fee discount 
once their referee successfully sends their first transaction and it is picked up. The referrer receives a notification once the 
referral can be used. 


Indonesia 


| do apologize for the inconvenience, please let me inform you that the Cash pickup option is not longer available online in 
Indonesia, it is only available from the store. 


When a receiver is charged a fee when collecting 


I've checked the information related to country regulations in (specific country), and we don't charge any additional 
fee to the receiver. This can be a policy from the store where your receiver collected the funds. 


Product Customer's Request Templates to Be Sent 
MGO US Close Profile Request Close Profile Email US 
rDelete Personal Information Request Delete Personal Info Email US 
WAP MGO Close Profile Request Close Profile Email WAP 
Delete Personal Information Request Delete Personal Info Email WAP 
MGO UK Close Profile Request Close Profile Email UK 


IMGO DE [Close Profile Request Close Profile Email DE | 


MGO GEN - Agent Numbers 


Service Agent Number 
MGO 10 Minutes 183931 
Walmart Affiliate Program 10 Minutes 501419 
Walmart Affiliate Program 4-Hour 501421 


MGO Germany 568818 


MGO United Kingdom 524905 


lExpress Payment None - cannot cancel 


| understand your situation and | would like to change it for you, but as previously mentioned the best course of action 
to resolve this is by (resolution previously given using a different wording). Now that | have confirmed this for you, do 
you have any additional questions or a different inquiry for me today? 


| understand how important is for you to solve this issue, however, at this point | have provided you all the information 
available to help you with your (case/transaction/request). Unless you have any other inquiries, I'll be forced to end 
this chat. 


I’m sorry, since you don't have any other inquiry today, I’m ending this chat. Thank you for contacting MoneyGram, 
have a good day. 


Abusive Language: 
| will be happy to help as long as the conversation is respectful. 
Please stop using inappropriate language, otherwise | will be forced to end this chat. 


I’m sorry, but we are unable to continue this conversation since you keep using inappropriate language. Please be 
informed that I’m ending this chat. Thank you for contacting MoneyGram, have a good day. 


FAQ’s Sending Money (Part II) - 565 words 
What are the fees to send money? 


Fees vary depending on where you are sending, how much, and how you are paying. Fees are typically 
lower if you pay with a bank account (must be a U.S. checking account). If you pay with your credit or 
debit card, the fees are slightly higher. Go to Rates and Fees to see how much a transfer will cost. 


Can I send money to someone’s bank account or mobile wallet? 


MoneyGram allows you to send money directly to a bank account or mobile wallet in select countries. To 
find out if you can send money to your receiver's bank account or mobile wallet, start sending money or 
estimate fees from the homepage, and select “Direct to Bank Account or Account Deposit” as your 
receive option. Service availability may vary at agent locations. 


When will my receiver’s money be available in their bank account? 
Many transfers to bank accounts are completed within a few hours. Timing of funds availability in your 


receiver's account varies depending on destination country and is subject to banking hours and systems 
availability, good funds availability, approval by MoneyGram’s verification systems and local laws and 


regulations; banking business hours typically exclude weekends/holidays. See the table below for more 
details. 


When will my receiver's money be available for cash pickup? 

Money is typically ready for cash pickup within minutes after the transfer has been sent successfully. 
Regardless of the payment method used, timing is subject to operating hours, the destination country, 
availability, local laws and regulations and compliance requirements. 

What payment methods can I use for sending money online? 

You can pay for online transfers using a bank account (United States only) or credit/debit card (Visa or 
MasterCard). Card issuer cash advance fee and associated interest charges may apply when you use a 
credit card. 

When adding a new payment method online, which address do I need to use? 

You need to use the billing address associated with the bank account or card you are using to pay. 
MoneyGram currently allows only one billing address on file. This address will be associated with all 
your payment methods. To update your address, log in to your MoneyGram online profile and visit the 
‘Payment Methods’ section. 

What payment methods can I use when sending money at an agent location? 


In most cases, cash is the only form of payment accepted for transactions completed at an agent 
location. You will need to bring enough cash to cover the transfer amount and any additional fees. 


Does the receiver’s name have to match their government-issued ID exactly? 

For security reasons, many agent locations will not pay out a transfer if the name on the receiver's 
identification does not match exactly. Please confirm your receiver’s name as it appears on their ID. If 
your receiver is still having this problem, please contact us at 1-800-922-7146. 


Can my receiver pick up their transfer in a different country than I sent it to? 


No. For security reasons, your receiver must pick up the funds in the country you sent to. If your 
receiver is not in the country you sent to, please cancel the transaction and send again to the new 
destination. 

Can I send money by calling MoneyGram Customer Service? 


This service is currently not available. You can send money online, with our mobile app, or in person at 
a MoneyGram agent location. 


How can I estimate fees before I start a money transfer? 


Go to Track & Receive on the homepage to estimate transfer costs and see current exchange rates. You 
can estimate fees for sending online or via the app. 


How do I track the status of a transfer? 
There are two ways to track the status of your transfer: 
If you have an online profile, log in and view your Transaction History. 


If you don't have an online profile, enter your reference/authorization number and your last name on 
our Track € Receive tool. 


Are there limits to how much or how often I can send money? 


For your protection, we have a variety of rules in place to limit how much money and how many 
transfers you can complete on a daily, weekly, monthly and yearly basis. 


These limits aren't always the same. They fluctuate based on market trends, security needs and current 
laws and regulations, so the list of limits isn't available for customers. 


However, if you ever receive a limit error when you're trying to send money, you can contact our 
customer care team for further assistance. 


How can I schedule a recurring send? 


You can automatically send money to a recipient on a weekly or monthly basis by setting up a recurring 
send. To get started, select a past send under 'Transaction History' on your account home page. For 
detailed instructions, please read how to schedule a recurring send. 


Why didn't my scheduled transfer go through? 


There are a few possible reasons your scheduled send failed. Based on the error message you received, 
take one of the following steps to start sending again: 


Identity Reauthentication: For your security, we periodically require you to reauthenticate your identity 
to ensure your personal and financial safety and prevent fraud. To get started, log in to your 
MoneyGram profile and start a new, one-time transfer to your receiver. 


During this process, you'll be asked to upload a new ID. After this transfer completes, your recurring 
transaction will start up again without any further action from you. 


Expired Identification: If your photo ID has expired, you’ll need to upload a new one. To get started, log 
in to your MoneyGram profile and start a new, one-time transfer to your receiver. 


During this process, you'll be asked to upload a new ID. After this transfer completes, your recurring 
transaction will start up again without any further action from you. 


System Error: Log in to your MoneyGram online profile and create a new, one-time transfer to your 
receiver. If this transaction is successful, your recurring transaction will start up again without any 
further action from you. 


Which countries can I send money to? 


There are more than 200 countries and territories you can send to using MoneyGram. To see which 
countries you can send to, simply start sending money or estimating fees. 


How much money can I send online? 


For most countries, you can send up to $10,000.00 per online transfer, and up to $10,000.00 every 30 
calendar days. If necessary, you may send additional funds from a MoneyGram agent location. 


Out of country refund. 


For you to receive assistance with a refund out of the country where the transaction was originated sent, you may send an email 
to: mgxpress@moneygram.com. In the subject field you need to put: Transaction Reference Number and in the Body of the e- 
mail: 


o Provide the new destination country. 
o Enter a brief explanation of the customer's request, including the reason why they would like to receive funds in the 
country other than the designated one. 
e Attachments: attach copies of the below documents. 
o For transactions sent from EU: sender's ID and receipt/send form 
o For transactions sent outside of EU: 
= Receipt scan or send form 
= Sender's passport with stamps of their departure from the country the money was sent from. 
Take in count that the documents will be reviewed by MGI, however it is not guaranteed that the refund will be available for the 
pick-up in another country. 
Resolution can take up to 15 business days from the day all the required documents are received. 


VOIDED 


Thank you for waiting, I can see the transaction was successfully canceled on your end, the standard 

refund timeframe for all funding sources is within 10 business days, however when a transaction got 

canceled the same day as sent there is a possibility the transfer became voided and the funds should 

return the same day, please contact your bank to make sure if the transfer was voided, otherwise you 
would have to wait within 10 business days. 


Account Deposit - Complaint 


We truly understand how important it is for you to send this money, | will definitely do my best to assist you right away. Please be 
informed that the money is immediately wired to the bank account, however, banking hours, holidays, or regulatory 
requirements may affect the deposit date. For this particular situation, we will open an investigation process that involves contact 
with the intended recipient's financial institution to determine the reason for the delay. Our goal is to provide you with an 


excellent service, MoneyGram usually resolves this type of issue faster, as soon as we have an answer from the bank, we will get 
in contact with you via email. The investigation case may take up to 90 days. 


This is your case number for follow-up: You can contact us back with your case number at any time and we will be glad to 
check the status of the investigation. | am really sorry for the delay on your deposit, we are doing everything possible to resolve 
this. 


Refused at POS scenario ( No error provided) 


We are glad to have you as a customer, our goal is to provide you with an excellent service, for that reason, the best course of 
action is to identify an error code or error message so we can recognize the root cause of the issue. Please go back to the store 
to ask the agent for the error code so we can provide the exact rejection reason. 


I am sorry you were having a hard time when trying to send, on this particular case without knowing the error code, the 
transaction could have been rejected by various reasons that we are unable to determine without this specific code. 


Name Change Amend Request 


Mr. Customer, (Use customer's name) as you are requesting to change the receiver's name, here in MoneyGram we can offer you 
to refund the transaction and then, send a new one with the correct receiver's details. Due to company policies and security 
reasons, this is the best option we can provide you with. Please bear in mind if we process the refund the standard timeframe for 
you to get the funds will be within 10 business days. 


